


















































































Request for Proposal 18-0089 ILLINOIS TOLLWAY 

 

1 

 

Perspectives Ltd 
20 N Clark Street 

Suite 2650 
Chicago IL 60602 

800.866.7556 
 
 
 
 
 
 
 
 
 

 
 

Response to RFP # 18-0089 Illinois 
Tollway Employee Assistance 

Program (EAP) 
Specifications/Qualifications/Statement of Work 

Bid Buy Reference #: 18-557THA-ADMIN-B-2789 

 
January 15, 2019 

 

 

 

 

 

     

     

 

 



Request for Proposal 18-0089 ILLINOIS TOLLWAY 

 

2 

 

  



Request for Proposal 18-0089 ILLINOIS TOLLWAY 

 

3 

 

 

TAB 1 – Table of Contents 
 

 

 

TAB 1 -  Table of Contents       p.3 

 

TAB 2 -  Transmittal Letter       p.5 

  

TAB 3 - Executive Summary        p.7 

a. Current Business Overview     p.7 

 Financials       p.8 

b. Statements that demonstrate Offeror understands the 

 services as specified in the RFP and will agree with  

 Section 3F “Standard Terms and Conditions   p.14 

Executive Summary of Services     p.15 

  

TAB 4 - Technical Approach/Methodology p.20 

D.1.Goal        p.20 

D.2. Supplies /Services required     p.20 

EAP WorkLife Program: Issues Covered    p.21 

Introduction        p.22 

 Proposed Solution – Philosophy & Distinguishing  

 Characteristics of Perspectives p.22 

       Staffing p.26 

 Proposed Illinois Tollway EAP/WorkLife Solution p.28 

  EAP Services to Employees and Family Members p.28 

  EAP Services to Customer Organizations p.40 

 Other related services p.48 

 D.5. Transportation and delivery terms p.49 

 D.7. Subcontracting p.49 

 D.8. Where services are to be performed p.50 

 

TAB 5 - Offeror/Staff Specifications p.97 

 EAP Experience p.53 

 Organization Chart p.54 

 Staff List 

 Illinois Tollway Team Resumes p.56 

 Continuous EAP Staff/Affiliate Training p.66  

 Staff List p.67 

 References p.69 

   

TAB 6 –  Planned Changes p.70 

TAB 7 -  Pricing p.71 

TAB 8 -  Exhibits p.72 

 Professional Services Corporation Registration   p.73 



Request for Proposal 18-0089 ILLINOIS TOLLWAY 

 

4 

 

State of Illinois Articles of Incorporation    p.74 

Quality Assurance Program      p.75 

 Standards       p.75 

 Measures       p.76 

 Procedures       p.78 

Critical Incident Response (CIR) Services    p.79 

 Utilization Report p.80 

 Licenses p.77 

 Insurance Information p.120 

     Certificate of Liability Insurance-Professional Liability p.121 

     Certificate of Lability Insurance - General and Auto Liability p.122 

  

  

  



Request for Proposal 18-0089 ILLINOIS TOLLWAY 

 

5 

 

TAB 2 – Transmittal Letter 
  





Request for Proposal 18-0089 ILLINOIS TOLLWAY 

 

7 

 

TAB 3 – Executive Summary 
  



Request for Proposal 18-0089 ILLINOIS TOLLWAY 

 

8 

 

Executive Summary 
 

a. Current Business Overview 

Perspectives is a national firm based in Chicago, established in 1981 and independently 

owned by its founder, Bernie Dyme. We have been delivering the services described in 

the Illinois State Toll Highway Authority (ILLINOIS TOLLWAY) Contract # 18-0089; 

Bid Buy Reference # 18-557THA-ADMIN-B-2789 RFP for EAP Services for 35 years 

since the inception of the ILLINOIS TOLLWAY EAP. We believe we continue to be 

ideally suited to the ILLINOIS TOLLWAY because: 

 We have built an infrastructure focused on servicing organizations headquartered in 

the greater Chicagoland area, many of which are public sector accounts.  

 Perspectives currently provides EAP services for over 450 organizations, covering a 

total of 350,000 employees.  However, Perspectives’ market niche is small and 

medium sized employers (500 to 3,000 employees), an organizational size well-suited 

to our emphasis on highly visible workplace integration through our EAP Utilization 

Optimization & Fit Planning process.  

 Over 95% of our EAP accounts are headquartered in Illinois, Indiana and Wisconsin.   

 We have been the designated EAP vendor for the Illinois Tollway since 1996.  In this 

capacity we have developed an understanding of the ILLINOIS TOLLWAY system 

and culture and have developed an excellent reputation amongst management and 

employees/family members who use the services offered a great deal.   This has led 

to: 

 Comfort with and knowledge of our services from both employees/family 

members and managers/HR 

 We have demonstrated flexibility in adjusting to the changing needs of the 

ILLINOIS TOLLWAY and the manner in which we deliver services to enhance 

visibility and utilization including use of technology (i.e., web-based information, 

text as a means of communicating and provision of multiple avenues of access to 

assistance using, in addition to in-person counseling, telephonic and video 

capable, HIPAA compliant services. 

On the next few pages, we have enclosed our 2016, 2017 and 2018 Fiscal Year End 

Financial Statements. 
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b. Statement that Demonstrates Perspectives Understanding of the Services Specified 

in the RFP and our agreement with Section 3 F “Standard Terms and Conditions” 

We agree with all of the “Standard Terms and Conditions” in Section 3F of the Request 

for Proposal  for the Employee Assistance Program (EAP) services described in the 

Illinois State Toll Highway Authority (ILLINOIS TOLLWAY) Contract # 18-0089; Bid 

Buy Reference # 18-557THA-ADMIN-B-278.  In this proposal, we will list and describe 

in detail, how we will deliver the services requested in section D.2. SUPPLIES 

AND/OR SERVICES (Health/Nutrition Services, Family Matters and Business and 

Education Matters and D.4. OFFEROR/STAFF SPECIFICATIONS where we will 

address Perspectives’ staffing, capabilities, training, education, and other related services 

(counseling strategy/plan, legal/litigation matters, case transitions, financial services, 

disaster recovery plan/record retention, surveys and additional insurance requirements). 

Further, in Tab 6, we will address the question of Planned Changes.  Tab 7 will have a 

placeholder for the Pricing since, according to the RFP, Pricing will be submitted in a 

separate envelope with a USB drive in Packet number 2.  [BD3]In Tab 8 we will add other 

exhibits. 

PROPOSED SOLUTION: Executive Summary – Pages 14-16 list all of the program 

components included in our solution, each of which is fully described in the Offeror/ 

Staffing Specifications of this response to the Specifications/Qualifications/Statement of 

Work portion of the RFP.   

Following the Executive Summary, we will provide more detailed information on our 

technical approach/methodology. 
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EXECUTIVE SUMMARY OF SERVICES – All of the services in this and the 

following pages constitute our offer to the ILLINOIS TOLLWAY. 

Employee and Family Services 
 

Call Center/In Person/EAP APP 

 

+ Masters/PhD-answered Call Center; toll-free 24/7 live coverage; Spanish/English 

bilingual; Language Line covering over 130 additional languages; emergency capable 

+ Unlimited Immediate phone counseling with masters-level EAP counselors 

+ Chicagoland, U.S. & Global in-person EAP assessment and 10 sessions counseling 

(unlimited # of issues) 

+ EAP APP - immediate assistance, scheduling, targeted content, self-help, instant 

messaging 

+ Referral to self-help groups and community resources 

+ Referral to best-matched mental health/substance abuse provider(s) in healthcare plan for 

few cases not resolved within free EAP counseling 

+ Coordination of MH/SA referrals with TPA/Insurance Carrier for referred cases 

+ Follow up of all cases; Relapse Prevention Monitoring of up to 2 years for 

HR/Supervisory Referral cases, including status reports to the ILLINOIS TOLLWAY 

87.8 % of ILLINOIS TOLLWAY EAP cases were resolved within the EAP without referral 

into the mental health/substance abuse benefit over the past 4 years 

Perspectives WorkLife Online (Mobile friendly) 

 

Health & Wellness: Articles, videos, webinars, assessments, resources, links and FAQs 

in Allergies, Alternative Medicine, Body Aches & Pains, Cancer, Cardio Health, 

Children/Adolescent, Cold and Flu, Dental Health, Diabetes, Dieting, Fitness & 

Nutrition, Diseases, Eye Care, Fertility, Pregnancy & Childbirth, , Men's Health, 

Neurological, Respiratory, Sexual Health, Skin Health, Smoking Cessation, Stress, 

Surgeries/Procedures, Urologic Health, Women's Health, Workplace Health AND 

 Resilience Journey – interactive resilience training 

 Smoking Cessation – self guided 56-day program 

 Interactive health assessments & screenings (including but not limited 

to depression, anxiety, substance abuse/use) 

 700+ health videos 

 200+ dietician recipes 

+ Child, Elder and Family: Articles, videos, webinars, links and FAQs in: Caregiver 

Support, Communication, Developmental Stages, Family Relationships, Grief & 

Loss, Healthy Aging, Parenting, Pregnancy AND 

 Searchable child/elder/pet care & adoption, autism, education, camp and 

tutoring databases 

 Monthly WorkLife Webinars 
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+ Legal/Financial: Articles, videos, webinars, links and FAQs in: Consumer, Criminal, 

Divorce, ID Theft, Fraud & Theft, Immigration, Landlord/Tenant, Real Estate, 

Retirement/Elder, Wills/Probate, Auto, Banking, Budgeting, Debt/Bankruptcy, Going 

Green, Home Center, Insurance, Retirement Planning, Taxes, Lawyer Locators, 

Ready Legal Documents, Will Preparation Assistance, Legal Assistance Library & 

Glossary, Financial Calculators, Savings/Retirement Tools, Online Financial 

Seminars, Consumer Tips, Budget Skill Builders, Financial Planner/Advisor 

Locators, Ready Financial Documents AND 

 100+ NOLO Legal Forms 

 200+ Financial Calculators 

+ Emotional Well-Being: Articles, videos, webinars, links and FAQs in: ADHD, 

Addiction/Recovery, Anxiety/Depression, Communication, Eating Disorders, Grief & 

Loss, Managing Work/Family, Nurturing Yourself, Personal Growth, Relationships, 

Mental Health, Stress, Suicide, Trauma/Abuse AND 

 Interactive Mental Health Assessments 
+ Workplace: 60+ Workplace SKILL BUILDING TUTORIALS in: Career 

Burnout/Motivation, Change Management, Communication, Customer Service, 

Conflict Resolution, Diversity, Emotional Intelligence, Interviewing, Leadership, 

Performance Review, Safety, Sales, Sexual Harassment Prevention, Supervisory 

Skills, Team Building, Workplace Violence, Time Management and more 

+ WorkLife Online Savings Center – A free program for savings up to 25% on name-

brand, every day and luxury items 

The ILLINOIS TOLLWAY has its own customizable Features Page at Perspectives 

WorkLIfe Online, which includes an EAP Orientation with voice-over narration. 

WorkLife Services - Telephonic WorkLife Consultation and Convenience Services 

 

+ Work/Life - Immediate Call Center and IM access to degreed WorkLife Consultants 

for consultation and resource identification/referral in adoption, autism, child care, 

elder care, education, pet care, camps, tutoring and more (unlimited - provision of 

educational material with matched resources) 

+ Convenience – Call Center access for referrals to Perspectives pre-screened 

Convenience Services such as Community Education, Fitness, Home Repairs, House 

Cleaning, Organizer Services, Pet Obedience Training, Relocation/Moving, 

Veterinarians, Yoga Classes (unlimited) 

+ Career/Work – Call Center access to Career Coaches for two free 30-minute sessions 

to explore career issues, interests and concerns; develop job search strategies and 

review resume 

+ Nutrition – Call Center access to Nutritionists and Registered Dieticians for free 60-

minute consultation re: child friendly meals, diabetes, food allergies, gastrointestinal 

problems, healthy eating, high blood pressure, high cholesterol, lactation and weight 

management. 

+ WorkLife Online Relocation Assistance – Tips on selling/buying/pricing a house, 

moving checklists, alternatives to selling, FAQ’s and more. 
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Legal/Financial Services – Consultation and Discounted Legal Representation 

+ Legal - Call Center access to Attorneys for free phone consultation (unlimited – 4/5 

of legal cases resolved for free with phone consult and/or completion of legal forms). 

Referral to Perspectives’ pre-screened national Legal Network of attorneys for a free 

one (1) hour in- person consultation and 25% fee discount if the employee/family 

member retains the attorney 

+ Financial - Call Center access to Financial Counselors and Consumer Credit Care 

Counselors for a free 30-minute phone consultation with a Money Coach for 

college/retirement planning, budgeting, debt/bankruptcy etc.  

+ Tax Levy/Wage Garnishment Resolution program - Call Center access to a Tax 

Levy Specialist for a free 30-minute phone consultation on their current tax issue. 

[CK4] 

+ Identity Theft - Call Center access to Fraud Resolution Specialists for free 60-minute 

phone consultation and development of an Emergency Response Kit to dispute 

fraudulent charges 

Organizational Services 

Tailored EAP Implementation & On-Going Updates 

 

+ Brochures & Wallet Cards & Posters (unlimited) 

+ Ongoing review and re-design of Letter to Homes with Giveaway 

+ Ongoing review and updating of E-Mailer Announcement 

+ Ongoing EAP Promotion Plan interviews/meetings with key ILLINOIS TOLLWAY 

employees in HR, benefits, training to generate new ideas to increase familiarity and 

utilization of the EAP  

+ Ongoing EAP Promotional Planning  – recommendations & review of progress of EAP 

for positioning for optimum utilization (Supervisory Training, Employee Orientations, 

Program Promotion, Policies) 

+ EAP-Related Policy Review/Recommendations (DOT/, Harassment, Violence, Fitness 

for Duty, etc.) 

+ On-site EAP Supervisory Trainings (unlimited, minimum 10 participants per training); 

WebEx available 

+ On-site Employee Orientations (unlimited, minimum 10 participants per orientation); 

WebEx available 
 

Workplace Partner Services 
 

+ Perspectives-dedicated Account Manager, Joy Lockner (since 2011), backed by 

Perspectives Illinois Tollway Team 

+ Quarterly Value Proposition Utilization Reports w/trend graphing, built in performance 

reporting and client satisfaction data (complete report quarterly; summary report any 

time) 

+ Disaster Recovery & Record Retention Policies 

+ Unlimited 24/7 access to our masters-level EAP Counselors for HR/Supervisory 

Consultation 

+ HR/Supervisory Job Performance & Company Policy/Regulatory Violation Referrals 

+ Relapse Prevention Monitoring sessions for up to 2 years for HR/supervisory referral 

cases 
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+ DOT Substance Abuse Professional (SAP) services for positive-test employees 

(unlimited) 

+ Unlimited On-site Critical Incident Stress Debriefings 

+ HR Policy Consultation (Substance Abuse, Alcohol/Drug Testing, DOT, Disaster 

Preparedness, Workplace Violence, Sexual Harassment, etc.) 

+ 24 hours of ongoing on-site Advanced Supervisory Training and Employee Wellness 

Seminars (Conflict Management, Communication, Workplace Violence, Sexual 

Harassment, Organizational Change, DOT & Substance Abuse, Disaster Preparedness, 

etc.) in addition to unlimited supervisory training & employee orientations provided 

during implementation 

+ Customized Online Features Page, including EAP Employee Orientations  
 

Proactive Program Promotion 

 

+ EAP Orientation Video (mobile-friendly) at Perspectives WorkLife Online 

+ EAP APP for targeted content, self-help, instant messaging, immediate assistance & 

scheduling 

+ Brochures & Wallet Cards & Posters (unlimited) 

+ Monthly Employee WorkLife Webinar Flyer 

+ Monthly Employee WorkLife Online Flyer 

+ Monthly Employee EAP Flyer 

+ Monthly Frontline Supervisor 

+ Monthly Frontline Employee 

+ Monthly HR Newsletter 

+ Ongoing Employee Orientations 

+ Onsite Visibility Tables 

+ Participation in Health Fairs/Organizational Events  
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TAB 4 – Technical Approach/ 
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Technical Approach/Methodology 

D. Specifications/Qualifications/Statement of Work  

In this section, Perspectives will demonstrate how we will approach the Technical 

requirements as detailed in Section D. 

D.1. GOAL:  We understand the goal as stated of the ILLINOIS TOLLWAY “to have 

a comprehensive Employee Assistance Program (EAP) for its employees and their family 

members on a voluntary, confidential, and professional basis, in matters relating to their 

physical and emotional well-being”.  As you will see in this proposal and as we have been 

doing since we began as the original EAP provider back in 1996, we began working with the 

ILLINOIS TOLLWAY, we believe in a broadbrush approach to issues and have worked to 

create a program that is voluntary, confidential and professional so that employees and their 

family members can feel comfortable using the services we provide and not wait til issues get 

to be very severe.  

D.2.  SUPPLIES AND/OR SERVICES REQUIRED  

A Broad Array of Issues Covered - In order to promote the health and well-being of 

employees so that they are effective and productive in the workplace, we provide free 

voluntary confidential professional assistance for them and their families (whether they are 

covered beneficiaries or not) for a wide variety of issues that can adversely affect employees 

and lead to lower productivity, higher turnover, increased absenteeism, accidents and other 

health issues.  The issues covered and listed in the table on the next page include and expand 

on the issues as laid out in section D.2. of the RFP. The experts available include Masters and 

PhD Call center staff and in-person counselors, masters level WorkLife dependent care 

counselors and Financial Counselors.  Perspectives treats each client individually, making 

every effort to match the client’s need with the best possible counseling strategy, supportive 

service, helpful information and/or resource.  We emphasize the EAP as a resource for 

“issues in everyday living” to encourage utilization prior to issues manifesting in the 

workplace.  This response will describe our proposed solution with a more detailed 

description of our plans and approach to the services we offer to employees, their family 

members and the organization. 
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Supervisor Referral cases, and number of direct contact and online cases with type or 

category of service provided and will show increases or declines in usage.  Utilization is 

reported by EAP, WorkLife, Legal/Financial and Online categories.  All program promotion 

and account management activities are also listed. Finally, client satisfaction survey results will 

also be provided.  The data is utilized to determine future program promotion strategies. 

INTRODUCTION   

Perspectives will first provide our philosophy and what distinguishes our high quality 

EAP/WorkLife service delivery.  In this section, Perspectives will expand on the Executive 

Summary above detail the manner in which we will deliver the proposed EAP services for 

the ILLINOIS TOLLWAY.  This will include the items mentioned in the RFP: 

+ Staffing 

+ Capabilities 

+ Training 

+ Education 

+ Other Related Services 

 Counseling Strategy/Plan 

 Turnover; 

 Absenteeism; 

 Behavioral Healthcare Costs; 

 Employee Retention; 

 Substance Abuse; 

 Violence incidents 

PROPOSED SOLUTION - PHILOSOPHY & DISTINGUISHING 

CHARACTERISTICS OF PERSPECTIVES – EAP/WorkLife is Perspectives’ primary 

business. Our programs are not embedded in nor do we have any fiduciary ties with 

insurance or healthcare organizations. We provide EAP services for over 450 organizations, 

totaling about 350,000 employees.  Over 95% of our EAP customers are headquartered in 

Illinois, but we provide EAP services for across the U.S. We focus all of our resources on 

highly visible EAP/WorkLife services committed to serving our customer organizations and 

their employees through:  

High-Tech/High-Touch Services – Perspectives’ approach to EAP APP service delivery 

incorporates both high-tech and high-touch services, including:  

+ Immediate and unlimited Masters/PhD-answered Call Center services with access to 

counseling, information, resources, WorkLife consultants and financial counselors.  

+ Local in-person EAP counseling for the many issues that are best addressed face to face 

through our established Chicagoland, National and International EAP office 

infrastructures  

+ Immediate and unlimited access to over 5,000 articles, self-guided assessments, 

databases, skill-building courses, audio experts, links, resources and dependent-care 

instant messaging at Perspectives WorkLife Online  

+ An EAP APP that allows users to get information in various forms on IOS or Galaxy 

smartphones or tablets with the ability to connect directly to a counselor in an emergency 

or for any other services.  

Our Perspectives WorkLife Online and EAP APP’s robust content & interactive tools 

complement rather than replace our phone and in-person counseling. Perspectives still sees 

over 70% of the employees and, or, family members in-person.[BD5] 
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High Visibility EAP Prevention Services – 87.8% of ILLINOIS TOLLWAY EAP cases 

have been resolved without referral into the mental health/substance abuse benefit over 

the past four (4) years due to our emphasis on high visibility EAP, which includes: [BD6][CK7] 

+ Supervisory trainings and employee orientations for implementation (webinar/WebEx 

also available) 

+ Ongoing topical training and education for supervisors and employees (webinar/WebEx 

also available) 

+ Unlimited Critical Incident Stress Debriefings, Grief Groups and Reduction in Force 

(RIF) Support 

+ Participation in health fairs, visibility tables and other organizational events 

+ Coverage across a wide array of issues in everyday living, including parenting, family, 

marital, childcare, eldercare, convenience, legal, financial, emotional and substance abuse 

issues 

+ Four monthly program promotion pieces targeted at specific groups—employees, 

supervisors, HR 

+ Practical Educational Materials, WorkLife Online tip sheets/CDs, Relocation Packets 
[BD8][CK9] 

Custom Workplace-Integrated Account Services – Perspectives’ workplace integration 

approach to account services emphasizes:  

+ Continued customization to the ILLINOIS TOLLWAY culture built on our ongoing 

Organizational Assessment process and continually supported by proactive account 

management aimed at integrating EAP with HR/Benefits initiatives/issues and providing 

timely responsiveness to critical incidents and HR/Supervisory consultation needs.  This 

is evidenced by the fact that even though we have been the ILLINOIS TOLLWAY 

EAP/WorkLife vendor for the past 22 years, we have continuously maintained 

communications with our ILLINOIS TOLLWAY liaisons to determine what changes 

may occurring at the organization and how we might be able to be responsive to these 

changes.     

+ Experienced and workplace-knowledgeable Account Managers who average over 20 

years in the field.  Specifically, the Account Manager, Joy Lockner has been the account 

manager for the ILLINOIS TOLLWAY since 2011 [BD10][CK11] so she has become 

intimately familiar with the operations and needs of the organization.  She is only the 

second Perspectives account manager that the ILLINOIS TOLLWAY has had in the 22 

years since we have been providing services demonstrating our stability and continuity. 

+ ILLINOIS TOLLWAY Experience and Capability -  

As the EAP provider for the ILLINOIS TOLLWAY since 1996. Our Custom Workplace 

Integrated Account Service approach has enabled us to be involved in the development 

and delivery of protocols and procedures relating to safety sensitive positions, DOT 

positive alcohol/drug test cases, Critical Incident Stress Debriefing services, seminars and 

service delivery to the TOLLWAY’s dispersed workforce.  Our involvement in the 

implementation of these protocols has educated our clinical staff about these detailed 

ILLINOIS TOLLWAY procedures, as well as the varying workforce cultures across the 

ILLINOIS TOLLWAY worksites, in order to ensure our consistency with ILLINOIS 

TOLLWAY HR protocols.   

Some of these organizational services at the ILLINOIS TOLLWAY have included: 

 Our EAP counselors have positively impacted the ILLINOIS TOLLWAY employees 

by responding quickly to crises[BD12].  Since Perspectives was awarded the last 
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EAP/WorkLife contract in 2014, we have provided 13 CISDs assisting 120 

individuals.  One example of a CISD occurred on September, 2017 when an 

employee was killed on the tollway.  In total, we provided 10 hours of support to the 

tollway workers during this incident.  Overall, Perspectives counselors have provided 

onsite group support to 89 employees at M-1 and M-2 as well as 8 individual 

counseling sessions and 5 management consultations relating to these events.    

 Leading and presenting Management training sessions throughout 2016, 2017 and 

2018 at multiple locations and times with combined attendance of over 500 

individuals. 

 Providing the following seminars with very positive feedback from the 

managers/supervisors: 

 Diversity in the Workplace 

 Conflict Management 

 Coaching for Managers 

 DOT Substance Abuse Awareness for Supervisors 

 Managing Bullying 

 Stress Management 

 Providing 50 hours of onsite health fairs/open enrollment meetings at Corporate, 

Naperville, Marengo, Alsip and Park Ridge over the last 3 years (2016, 2017 and 

2018). Such onsite activity is an example of our continuous promotional services 

which keeps the EAP in front of employees and maintains high EAP utilization.   

Employees often report their success stories with our EAP counselors at such events 

furthering their endorsement and comfort with our services.   

+ Collaboration with human resources on Department of Transportation (DOT) services as 

part of the EAP contract by: 

 Perspectives EAP counselors providing DOT Substance Abuse Professional (SAP) 

services evaluation, recommendations, compliance monitoring, return to duty 

evaluation, communication of compliance with ILLINOIS TOLLWAY HR personnel  

for employees with positive tests 

 Perspectives customizing back to work letters in response to the ILLINOIS 

TOLLWAY’s need for specific documentation in instances with union grievances 

+ Facilitation of referrals of troubled employees through the provision of the direct phone 

numbers of our ILLINOIS TOLLWAY Account Manager, Clinical Supervisor and our 

Director of Client Services in addition to our 24/7, masters-answered toll-free number 

+ The continued development of new distribution materials to help educate employees 

based on discussions in our utilization report meetings 

+ The development of relationships with all levels of ILLINOIS TOLLWAY directors and 

managers to: 

 Increase proactive contact to Perspectives from HR, Supervisors, Managers and 

employees prior to escalation of workplace issues 

 Insure managers and directors are working in tandem with HR so that ILLINOIS 

TOLLWAY policies are followed[BD13][CK14] 
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Continuous Service Evaluation through our Quality Assurance measures, including follow 

up on all cases, client satisfaction reports, relapse prevention monitoring, phone response and 

appointment wait performance standards as well as built-in value proposition reporting in our 

utilization reports (See Tab 8 – Quality Assurance Program). 

All-Inclusive Wellness, Benefit and Workplace Programs – In addition to the above EAP 

and WorkLife services, Perspectives provides All-Inclusive Wellness and Workplace 

Programs, including:  

+ Organizational Development - Executive Coaching, Team Building, Talent Acquisition 

+ FMLA Management services 

+ Wellness Coaching/HRA 

As was mentioned earlier, Perspectives, Ltd. has been delivering the Employee Assistance 

Program (EAP) services described in the Illinois State Toll Highway Authority (ILLINOIS 

TOLLWAY) Request for Proposal Contract #18-0089 since Perspectives was founded in 

1981 and is still owned by the original owner and president/CEO, Bernie Dyme, who remains 

actively involved in the overall operations and works closely with the Perspectives Account 

Manager, Joy Lockner on the ILLINOIS TOLLWAY account. 

PERSPECTIVES’ provides EAP services to employees, their family members and 

significant others whether or not they are “covered dependents” under the ILLINOIS 

TOLLWAY’s healthcare benefit plan.  Anyone whose personal issue is impacting the 

employee is eligible.   Services are provided on a voluntary, confidential and voluntary basis 

to promote employee well-being.  Perspectives further understands and is very familiar with 

the fact that most of the employees reside in the greater Chicago-land metropolitan area and 

that approximately 90% of the employees are in collective bargaining groups, consisting of 

General Service Employees, Local 73, State and Municipal Teamsters and Chauffeurs Union 

Local No. 726, International Brotherhood of Teamsters, Chauffeurs, Warehousemen and 

Helpers of America, Metropolitan Alliance of Police, Chapter 135, and American Federation 

of State, County and Municipal Employees, Council 31.  In addition to our years of 

experience with the ILLINOIS TOLLWAY, having a well-developed infrastructure in the 

geographic areas where ILLINOIS TOLLWAY employees reside and extensive experience 

working with labor and labor/management programs and Taft-Hartley Plans are two (2) 

additional reasons why Perspectives feels that we are ideally suited to continue to provide 

EAP/WorkLife services to the ILLINOIS TOLLWAY.  

In order to promote the health and well-being of employees so that they are effective and 

productive in the workplace, we provide free voluntary confidential professional assistance 

for them and their families for a wide variety of issues that can adversely affect employees 

and lead to lower productivity, higher turnover, increased absenteeism, accidents and other 

health issues.  The issues covered are listed in the table (EAP WorkLife Program: Issues 

Covered) on page 21. The experts available include masters and PhD level Call Center staff, 

in-person counselors, master’s level WorkLife dependent care counselors and Financial 

Counselors.  Perspectives treats each client individually, making every effort to match the 

client’s need with the best possible counseling strategy, supportive service, helpful 

information and/or resource.  We emphasize the EAP as a resource for “issues in everyday 

living” to encourage utilization prior to issues manifesting in the workplace. 
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STAFFING 

Staff Credentials and Experience - All Perspectives professional employed staff and 

subcontracted affiliates (Call Center counselors, in-person counselors, Account Managers) must 

have a minimum of a master’s degree, state licensure and five (5) years of experience, two of 

which must be in substance abuse.  In addition to a minimum of a master’s degree and five years 

of experience, all EAP Counselors are generalists who have broad based experience in substance 

abuse, mental health and family issues.  All EAP Counselors, whether staff or affiliates and 

WorkLife Online Consultants, as is mentioned in Tab 8 - Quality Assurance Program, must 

receive 20 hours of continuing education a year, much of which is offered through Perspectives 

(see Tab 5 -  Continuous Training).  Most clinicians specialize and few have this generalist 

background necessary to provide the comprehensive assessment required of an EAP.  Our EAP 

Counselors must also be skilled in community resource identification and the provision of goal-

focused short-term counseling as the EAP assessment most often indicates that just a few 

sessions within the EAP and/or non-clinical assistance from a community service will resolve the 

problem.  Our staff list appears in Tab 5.  

 

An Experienced Perspectives Account Manager backed by Perspectives Account 

Management and Clinical Operations Team – Perspectives Account Managers average over 15 

years in the field and 10 years at Perspectives.  Specifically, the dedicated ILLINOIS TOLLWAY 

Account Team (see resumes in Tab 5 – Offeror/Staff Specifications) will consist of: 

+ Joy Lockner, EAP Account Manager – ILLINOIS TOLLWAY Account Manager 

+ Stacie Westhouse-Milam, Director of Client Services - Account Manager Back Up 

+ Jodee Elliott- Clinical Supervisor 

+ Bernie Dyme, President/CEO –Team Member 

+ Chris Kunze, COO – Performance Reporting and Disaster Recovery 

Together this team brings over 100 years of combined experience as follows: 

Joy Lockner, Account Manager - While multiple EAP staff and affiliate clinicians are available 

in multiple offices and masters level clinicians are available 24/7 at our Call Center, we do 

assign each of our accounts an Account Manager who acts as the point person for provision 

and/or coordination of organizational services like training, wellness seminars, program 

promotion, supervisory consultation and critical incident stress debriefing.  As the current EAP 

provider for the ILLINOIS TOLLWAY, our Account Manager is Joy Lockner who has been the 

in that role since 2011.  Joy has served in the EAP field for nearly 20 years and has extensive 

experience as EAP account manager for public government accounts.   

Her EAP experience also includes the position of regional director at Creative Care Management 

EAP in the 1990’s where she standardized educational programs for employers and provided 

organizational assistance in areas such as team building, diversity management, and critical 

incident stress debriefings.  She has provided hundreds of EAP trainings, wellness seminars and 

HR/supervisory consultations in her career.  Joy is a licensed clinical social worker (LCSW), 

with a Master's Degree in Social Work from the Loyola University and a certified addiction 

counselor with a degree in Addictions Studies from College of DuPage. She has extensive 

experience delivering EAP clinical services which is invaluable when consulting with 

supervisors about troubled employees.  Joy has been involved in the delivery of numerous 

trainings and supervisory consultations for Illinois Tollway personnel and has an excellent 

understanding of the Illinois Tollway culture.  Joy oversees the customized procedures for 

Illinois Tollway SAP cases.  Ms. Lockner’s working relationship with many managers and senior 
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administrators is invaluable for customized seminars and implementation of CISDs.  She is an 

active member of the Employee Assistance Professional Association.   

In her role as the Account Manager for the ILLINOIS TOLLWAY EAP, Joy and Perspectives 

are responsible for insuring: 

+ Collaboration with human resources on Department of Transportation (DOT) services 
+ Provision of DOT training for ILLINOIS TOLLWAY supervisors occurs 

+ That Perspectives EAP counselors provide DOT Substance Abuse Professional (SAP) 

services - evaluation, recommendations, compliance monitoring, return to duty evaluation, 

communication of compliance with ILLINOIS TOLLWAY HR personnel - for employees 

with positive tests 

+ Customizing and facilitating back to work letters in response to the ILLINOIS TOLLWAY’s 

need for specific documentation in instances with union grievances 

+ Facilitation of referrals of troubled employees through the provision of the direct phone #s of 

our ILLINOIS TOLLWAY Account Manager and our Clinical Director in addition to our 

24/7, masters-answered toll free # 

+ Provision of Critical Incident Stress Debriefing (CISD) services in a timely fashion  

+ Attendance and participation in four annual health fairs to promote the EAP 

+ The development of new distribution material to help educate employees based on 

discussions at our utilization report meetings 

+ The development of relationships with all levels of ILLINOIS TOLLWAY directors and 

managers to: 

 Increase proactive contact to Perspectives prior to escalation of workplace issues 

 And to insure managers and directors are working in tandem with HR to ensure 

ILLINOIS TOLLWAY policies are followed 

Stacie Westhouse-Milam, Director of Client Services – ILLINOIS TOLLWAY Account 

Manager Back Up - In addition to Joy Lockner, our Director of Client Services, Stacie 

Westhouse-Milam, will also be available to the ILLINOIS TOLLWAY.  Stacie has been in the 

field for over 10 years and has 5+ years’ experience in direct EAP work.  She is a Licensed 

Professional Counselor (LPC) with a MA from the Illinois School of Professional Psychology.  

Stacie is the Chair of Perspectives’ Continuous Quality Improvement committee that works to 

review and improve our clinical care and documentation procedures.  Stacie is a member of the 

Northern Illinois Employee Assistance Professionals Association.  She is directly responsible for 

our EAP Counselors in our Call Center and our greater Chicagoland EAP offices, and is always 

available at our Call Center for account consultation in the event Joy is busy. 

Jodee Elliott, Clinical Supervisor - Jodee Elliot is a Licensed Clinical Professional Counselor 

(LCPC), currently serving as the Clinical Supervisor for Perspectives EAP, where she leads the 

organization's clinical team, provides direct counseling to clients, including students at a 

Chicago-area medical school, and supports strategic planning.  Over the course of her time at 

Perspectives, Jodee has also coordinated critical incident debriefings; provided management and 

HR consults; and assisted clients with short-term counseling needs. Prior to joining the world of 

EAP/work-life services, Jodee worked as a school counselor for six years and also worked in a 

private practice setting. Jodee is from New Orleans, Louisiana, where she completed her MA in 

Counseling at the University of Holy Cross. Jodee is a member of the Northern Illinois 

Employee Assistance Professionals Association.  Her interests include employee engagement; 

burnout in the health sciences field; and acculturation issues.  
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Bernie Dyme – President/CEO – As the owner, Mr. Dyme will work closely with Ms. Lockner 

and the account team on the ILLINOIS TOLLWAY which is a key Perspectives account.  Mr. 

Dyme founded Perspectives in 1981, has been in the field since 1979 and has been involved in 

the provision of external EAP for 37 years.  He holds a Master’s Degree in Social Work from the 

University of Chicago.  Bernie is a Licensed Clinical Social Worker (LCSW) and a veteran 

LCSW clinician and human resource consultant.  Mr. Dyme is also a member of the Employee 

Assistance Professionals Association (EAPA) and has been a faculty member at Illinois 

Benedictine College’s MOB program.  He is on the National Action Alliance for Suicide 

Prevention Suicide Taskforce, the Chair of the Council for the University of Chicago’s School of 

Social Service Administration and on the Board of Directors of the Chicago Coalition for the 

Homeless. 

 

Chris Kunze, COO - Performance Reporting and Disaster Recovery - Chris Kunze, MBA, serves 

as Chief Operating Officer for Perspectives, Ltd.  Chris joined Perspectives in 2007 with over 25 

years of operations, financial and management experience in multiple industries. Currently, Chris 

directs all aspects of Perspectives service operations, including leadership in monitoring account 

metrics to address performance measures, as well as leading our disaster recovery planning and 

implementation.  Prior to joining Perspectives, Chris served as President/General Manager of 

Sourcelink Chicago, LLC, Senior Vice President of Finance and Administration for ACOSTA, 

Inc., and Vice President /Corporate Controller for Metromail Corporation, at that time, the 

nation's leading publicly owned direct marketing company. Chris received earned his BS in 

Finance from Western Illinois University, and his MBA from Benedictine University.  

Perspectives has Illinois Licensure and certifications with the actual certificates in Tab 8 – Other 

Exhibits. 

 

Our plan of action which includes our implementation and strategy aimed at impacting turnover, 

absenteeism, behavioral healthcare costs, employee retention, substance abuse and violence is 

built on a HIGH VISIBILTY and PREVENTION model we introduced in the beginning of the 

proposal and will expand upon in the next section.  We will also detail how we handle 

emergency situations in the following section. 

 

PROPOSED ILLINOIS TOLLWAY EAP/WORKLIFE SOLUTION 

Perspectives proposes to continue providing the ILLINOIS TOLLWAY EAP solution and will 

delineate that below.  We will provide a detailed description of how we plan to approach each 

technical requirement that was listed in the RFP.  We will include how we will approach 

legal/litigation matters, case transitions, financial services, our own disaster recovery plan/record 

retention, surveys (which will be laid out in our reporting responses) and additional insurance 

requirements. 

EAP Services to Employees and Family Members 

Our Counseling Strategy/Plan, as requested in the RFP which is aimed at addressing turnover; 

absenteeism; behavioral healthcare costs; employee retention; substance abuse; and violence 

incidents is built on two (2) main features: 

1. Our EAP Problem Resolution Focus – Because of our HIGH VISIBILITY PREVENTION 

approach to implementation and program promotion, as described on page 23 above, we are 

able to resolve most cases within the EAP without use of the healthcare benefit.  87.8% of 
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ILLINOIS TOLLWAY cases over the last 4 years have been resolved within the EAP 

without referral into the healthcare benefit. 

 

2. Getting the Client the Right Help the First Time. - The online, telephonic and in-person 

counseling infrastructure presented in this proposal is built in our emphasis on accurate 

assessment.  We provide a thorough holistic assessment of client need in order to match them 

with the assistance most suited to them, whether that be EAP problem-resolution counseling, 

a community resource or matching with a provider in the mental health benefit. 

Building our counseling strategy on accurate assessment means that we are more likely to 

resolve employee and family issues in a timely fashion, thus both reducing and preventing 

the turnover, absenteeism, behavioral healthcare costs, substance abuse issues and violence 

that can result when issues are not accurately assessed.  

Perspectives is committed to providing multiple access points for our client end users to ensure 

that every employee has access to and is able to utilize the EAP.  This includes Perspectives’ 

continued investment in technology to allow client end users a high tech EAP solution in 

addition to telephonic access points. 

CALL CENTER – Our Call Center is staffed by our own employed masters and PhD-level 

counselors who provide the following EAP services on an unlimited basis, 24/7: 

+ immediate first-call phone support and counseling for issues in everyday living, such as 

parenting and stress  

+ immediate first-call crisis counseling and triage 

+ for emergency and urgent calls (Emergency Placement), including suicidal situations, the EAP 

Counselor who answers the phone assesses for safety as well as the presence of weapons.  Caller 

defusing and stabilization are provided followed by a determination if immediate referral to an 

emergency provider is necessary.  Throughout, the need for family/friend and police/ambulance 

intervention are evaluated as our Call Center Director or Senior Call Center staff are always 

alerted in emergency cases so they can make simultaneous phone calls for assistance.  Some 

emergency/urgent cases are handled by sending emergency response professionals to the 

caller’s location.  Others are arranged and scheduled to go immediately to an emergency 

treatment provider (emergency room, psychiatric treatment center, women’s shelter, etc., of 

which we have numerous accessible facilities) while others that are stabilized are scheduled for 

further EAP assessment within a day.  Call Center staff continuously monitors these callers 

while their emergency response is arranged or scheduled. 

+ immediate first-call supervisory and crisis consultation for HR and supervisors  

+ first-call appointment scheduling at a convenient local Perspectives EAP office for the many 

callers with issues better suited to in-person counseling 

+ direct first-call access to dependent care consultants, career coaches, nutritionists/registered 

dieticians and convenience services  

+ access to attorneys, financial counselors, consumer credit care counselors and fraud 

resolution specialists for those organizations purchasing our Legal/Financial Enhancement 

+ immediate access to translators in over 130 languages through our AT&T Language Line 
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EAP APP – The Perspectives EAP APP, screenshot below, provides immediate assistance through a 

call button, the opportunity for appointment scheduling, targeted content, self-guided help features 

and instant messaging capabilities with our EAP professionals.  

 

IN PERSON - While we take pride in the fact that we provide direct first-call counseling access to 

EAP & WorkLife experts at our Call Center, as well as online databases, tutorials and educational 

resources at Perspectives WorkLife Online, some issues are best addressed not only face to face, 

but with an EAP-Capable clinician knowledgeable about our customers’ workplace policies and 

issues.
1
 Callers with clinical needs typically come to our local EAP offices for services, where we 

provide the following EAP services in multiple languages, including Spanish, Russian, Polish and 

others. 

Assessment – Our in-person assessments are thorough and holistic, utilizing a format that 

explores family, marital, social, spiritual, employment, educational, military, medical, 

recreational, financial, sexual, addictions related (alcohol/drug, gambling, etc.) and 

psychiatric/emotional histories.  This process: 

+ Explores the client’s presenting issue thoroughly to identify possible underlying cause(s).  

This is essential as the issue presented by the client is sometimes symptomatic of another 

issue that needs to be addressed first.   

                                                           
1
 As was mentioned earlier, Perspectives still sees over 70% of the ILLINOIS TOLLWAY employees 

and, or, family members in-person. 
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+ Views the interview as a “joint exploration” between the EAP Counselor and the client, 

making use of clarification, feedback and gentle confrontation to put the client at ease. When 

necessary, the counselor takes a more assertive confrontational approach to address 

entrenched denial.  The counselor maintains a motivational stance throughout the interview. 

+ Presents recommendations in a factual manner primarily through educational feedback. 

Recommendations usually fall into one or a combination of 3 categories: 

1. Brief goal-focused/crisis counseling with the EAP Counselor 

2. Referral to self-help groups/social service/community-based programs, 

3. Referral to treatment resources (i.e., outpatient counseling, intensive outpatient rehab,  

etc.). in one (1) of eight (8) cases 

EAP Problem-Resolution Counseling of up to ten (10) sessions per issue – If, after the initial 

assessment, there is an indication that problem-resolution counseling is appropriate, then the 

Perspectives EAP Counselor will continue to meet with the employee or family member.  Perspectives 

provides a model that is task and goal oriented.  It is most effective in resolving crises, transitional life 

situations, marital/family problems, some emotional issues and grief/loss reactions.  88% of 

Perspectives EAP cases across tour entire business have their issues resolved within EAP problem-

resolution counseling and/or referrals for community, WorkLife Online and self-help resources.  87.8 

% of the ILLINOIS TOLLWAY EAP cases were resolved within the EAP without referral 

into the mental health/substance abuse benefit over the past 4 years.  In these cases, the 

ILLINOIS TOLLWAY’s healthcare benefit is not accessed.  In the few cases in which our assessment 

indicates that more intensive care is required, a referral will be made to an appropriate mental 

health/substance abuse provider within the client’s healthcare benefit network.  EAP problem-resolution 

counseling can be a cost savings for the ILLINOIS TOLLWAY in that, where appropriate, it enables 

the employee to get help without using his/her health insurance. 

Referral to self-help groups, community resources, WorkLife resources and mental 

health/substance abuse (MH/SA) services within the ILLINOIS TOLLWAY’s healthcare plan 

and online resources – Referrals, when necessary, are carefully selected to match the employee 

with the appropriate resource.  The few cases needing referral beyond the EAP for more intensive 

mental health/substance abuse (MH/SA) services are made into the client’s covered MH/SA 

healthcare network.  We will coordinate referrals into that network for the client.  A referral, when 

necessary, is based on the following criteria:  

+ The resource has the specific professional expertise to assist in the resolution of the client’s 

EAP-assessed issue. 

+ The “fit” of employee to a resource includes a personality match that is conducive to treatment 

and an increased likelihood of a positive outcome. 

+ The employee’s financial condition, benefits eligibility and healthcare benefits (where 

applicable) are considered so that his/her treatment does not cause any further hardship. 

+ The resource is located either near the worksite or the employee’s home.  Available 

transportation is also considered. 

Pre-Qualified Networks: We pride ourselves on knowing the providers to whom we refer 

clients - In addition to over 50,000 nationwide mental health, substance abuse and community 

resources[BSD15], Perspectives has over 500,000 WorkLife provider resources.  The WorkLife 

provider resource profiles delivered to clients are not just a list of possible providers but 

confirmed vacancies with details about the provider and its programs that match the client’s 

assessed need.  Our national resource database includes current information on license status, 
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program components, client/staff ratios, staff qualifications, hours of operation, 

transportation/nutrition issues and fees. 

Resources include over 300,000 registered and/or licensed providers/resources in the 

following child care categories: 
Au Pair Agencies 

Babysitters 

Back-up and Odd Hour Care 

Bedtime Routines 

Before/After School Care 

Blended Families 

Child Care Centers 

Child Development 

Child Nutrition 

Child Safety 

Computer Literacy Programs 

Day Camps 

Discipline 

Family Day Care Home 

Grandparents as Parents 

In Home Care 

International Study 

Nanny Agencies 

Parenting Classes and Support 

Groups 

Playgroups 

Preschool and Nursery Schools 

Raising Teenagers 

Religious Camps 

Residential Camps 

Sick Child Care 

Special Needs Camps 

Special Needs Care 

Specialty Camp Programs 

Sports Programs 

Summer Programs 

Summer School 

Toilet Training and Bed-

wetting Issues 

Resources include over 150,000 providers/resources in the following elder care categories:
Acute/Post-Acute 

Rehabilitation 

Adaptive Transportation 

Services 

Adult Day Care 

Alzheimer’s Support 

Cancer Care Centers 

Caregiver Support Resources 

(including long-distance care- 

giving issues) 

Chore and Companion Services 

Community Services 

Disease Management Programs 

Elder Law Attorneys 

End-of-Life Resources 

Geriatric Case Management 

Services 

Grief Support 

Home Health Agencies and 

Nursing Programs 

Home Medical Equipment 

Home Safety 

Hospices 

Independent Living Centers 

Meals-on-Wheels 

Medicare/Medicaid 

Retirement Communities 

Senior Centers 

Skilled Nursing Facilities 

Supplemental Insurance 

Visitation Assistance 

Volunteer Organizations 

 

We have over 50,000 additional resources in the following adoption and educational 

categories: 
2 and 4 Year Colleges 

Admissions Testing 

Adoption Advocacy Groups 

Adoption Agencies 

Adoption Attorneys 

Adoption Subsides 

Adoption Support Groups 

Adult Education classes 

Alternative Schools 

Athletic Programs 

At-Risk Youth Resources 

“Boot Camps”/Military Schools 

Career Counseling/Testing 

Career Development 

Charter and Magnet Schools 

Community Colleges 

Continuing Education 

Early Learning 

Programs/Preschools 

Elder Hostel 

Enrichment Programs 

Financial Aid 

Foster Care Resources 

Graduate Schools 

Home Schooling 

Home Schooling Resources 

Infertility resources (clinics, 

counseling) 

International Adoption 

Internship Resources 

Kindergarten Programs 

Kinship Care Resources 

Location services for finding 

birth parents/siblings 

Montessori and Independent 

Schools 

Non-College Options 

Non-Traditional Adoptions 

Online/Distance Learning 
Parochial and Religious 

Schools 

Private Schools 

Public Schools  

Resume Writing Services 

Scholarships 

School District Profiles and 

School Report Cards 

Special Needs Education 

State Adoption Specialists 

Step-Parent Adoption 

Tutors 

Vocational Colleges 

Volunteer Opportunities (as 

part of HS graduation 

requirement)
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We also have over 16,000 contracted and monitored lawyers nationally, each with over 10 

years of legal practice, five (5) in their area of specialty, which include: 
Consumer 

Contract 

Criminal 

Family 

Probate 

Real Estate

EAP Follow-Up – 100% of cases receive follow-up services, including our Client Satisfaction 

Survey, to ascertain if the client is doing well or needs additional assistance.  For the one (1) in 

eight (8) cases needing referral into further mental health or substance abuse services beyond the 

EAP, we divide follow-up services into two (2) categories, follow up for referrals to community-

based and routine outpatient services and follow up for referrals to intensive substance abuse and 

psychiatric services. 

+ Community Based & Routine Outpatient Referrals - When making community based and 

outpatient referrals, the EAP Counselor first contacts the provider (community resource or 

therapist; with a release of information) to provide case background.  The EAP Counselor 

then makes client and provider contact 48 hours after the first appointment to insure that the 

client has followed through and to make sure the client-provider fit is appropriate. Finally, 

contact is made with the client one (1) to two (2) months after the referral to make sure that 

the client is progressing and to conduct our EAP Client Satisfaction survey.  The mental 

health/substance abuse provider or community resource is instructed to contact the EAP: 

 If the employee does not keep appointments 

 If the employee terminates treatment (with or without the therapist’s consent) 

 If an additional or adjunctive referral is necessary 

+ Fitness for Duty and Job Performance Cases Referred into Intensive Substance 

Abuse/Psychiatric Services - We provide extensive Relapse Prevention Monitoring services 

to focus resources on the follow-up necessary in Fitness For Duty and Job Performance 

cases.  Perspectives Relapse Prevention Monitoring insures that these cases that have been 

referred into the ILLINOIS TOLLWAY healthcare benefit are monitored for ongoing 

participation in aftercare plans and referrals.  Perspectives provides frequent follow-up to 

help prevent relapse during the first-year post treatment, after which the proclivity towards 

relapse is greatly reduced.  When a referral of these cases is made to a structured chemical 

dependency or psychiatric treatment program, data from the assessment is communicated to 

the treatment provider.  Further, the EAP Counselor continues to be involved in the treatment 

and aftercare plan, (including return-to-work conferences and fitness-for-duty evaluations 

when necessary), to facilitate the case with The ILLINOIS TOLLWAY HR personnel. 

PERSPECTIVES extensive Relapse Prevention Monitoring protocol appears below. 

 1-4 months – weekly monitoring sessions 

 5-8 months – every other week  

 8-12 months – monthly  

 13-24 months – as needed 
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Positive Alcohol/Drug Tests & Substance Abuse Professional (SAP) services for DOT 

regulated and non-DOT regulated employees – Because our EAP Counselors are selected for 

their assessment skills, which include the ability to identify chemical dependency, we provide 

substance abuse evaluation services, including Substance Abuse Professional (SAP) services for 

Department of Transportation (DOT) regulated industries as part of our standard EAP services.  

Services for positive alcohol/drug tests, whether DOT related or not, include: 

+ In-person assessment, including use of SASSI-3 instrument and interviews of collaterals 

when necessary 

+ Consultation with The ILLINOIS TOLLWAY Designated Employee Representative 

(DER)[BSD16] 

+ Initial Evaluation and Recommendation form sent to The ILLINOIS TOLLWAY 

+ Referral to appropriate level of treatment or educational program.  Most need Intensive 

Outpatient Program (IOP) treatment, though occasionally a higher level of care is initially 

necessary for detox.  Referrals are coordinated with healthcare benefits where appropriate.  

Some cases do not require treatment and are referred for educational programs. 

+ Monitoring of compliance with treatment/education recommendations, including regular 

staffing of cases in treatment and use of our Perspectives Relapse Prevention Monitoring 

Protocol as described immediately above.  The EAP Counselor maintains contact with all 

parties involved in the employee’s treatment plan, acting as case coordinator. 

+ Follow-up Evaluation Notice of Compliance form sent to The ILLINOIS TOLLWAY.  This 

form indicates the employee’s level of compliance, the recommended aftercare program and 

the recommended follow-up testing regimen. 

Perspectives EAP Counselors, when performing positive-test case and DOT/SAP case duties, 

continually update the ILLINOIS TOLLWAY liaisons about employee follow through, including 

during aftercare monitoring when an Evaluation Notice of Non-compliance is sent if an 

employee fails to continue participation in aftercare recommendations. With Return to Work 

situations, our SAP counselor writes a letter in which s/he recommends a schedule for follow-up 

testing. 

WorkLife Services - WorkLife Consultation & Convenience Services 

+ Work/Life - Immediate Call Center and IM access to degreed WorkLife Consultants for 

consultation and resource identification/referral in adoption, autism, child care, elder care, 

education, pet care, camps, tutoring and more (unlimited - provision of educational material 

with matched resources) 

+ Convenience – Call Center access for referrals to Perspectives pre-screened Convenience 

Services such as Community Education, Fitness, Home Repairs, House Cleaning, Organizer 

Services, Pet Obedience Training, Relocation/Moving, Veterinarians, Yoga Classes 

(unlimited) 

+ Career/Work – Call Center access to Career Coaches for two free 30-minute sessions to 

explore career issues, interests and concerns; develop job search strategies and review 

resume 

+ Nutrition – Call Center access to Nutritionists and Registered Dieticians for free 60-minute 

consultation re: child friendly meals, diabetes, food allergies, gastrointestinal problems, 

healthy eating, high blood pressure, high cholesterol, lactation and weight management. 

+ WorkLife Online Relocation Assistance – Tips on selling/buying/pricing a house, moving 

checklists,  alternatives to selling, FAQ’s and more 
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Legal/Financial Services – Consultation and Discounted Legal Representation 

+ Legal - Call Center access to Attorneys for free phone consultation (unlimited – 4/5 of legal 

cases resolved for free with phone consult and/or completion of legal forms). Referral to 

Perspectives’ pre-screened national Legal Network of attorneys for a free one (1) hour in- 

person consultation and 25% fee discount if the employee/family member retains the 

attorney 

+ Financial - Call Center access to Financial Counselors and Consumer Credit Care 

Counselors for a free 30-minute phone consultation with a Money Coach for 

college/retirement planning, budgeting, debt/bankruptcy etc.  

+ Tax Levy/Wage Garnishment Resolution program - Call Center access to a Tax Levy 

Specialist for a free 30-minute phone consultation on their current tax issue. [CK17] 

+ Identity Theft - Call Center access to Fraud Resolution Specialists for free 60-minute phone 

consultation and development of an Emergency Response Kit to dispute fraudulent charges 

 

Perspectives WorkLife Online 

Perspectives WorkLife Online is a standard feature of our EAP services and incorporates many 

Health & Wellness, Child/Elder Care, Legal/Financial, Emotional Well Being and Workplace 

components.  WorkLife Online is a valuable, educational and prevention-oriented resource.  We 

provide WorkLife Online as a way to augment our phone and in-person counseling services, not 

as a substitute. It is provided in English and Spanish and can be tailored to the ILLINOIS 

TOLLWAY’s logo/colors. The ILLINOIS TOLLWAY’s dedicated WorkLife Online Features 

Page that includes an online EAP employee orientation video and over 60 interactive workplace 

tutorials called Skill Builders. The WorkLife Online Home Page has a monthly feature and 

webinar, as well as a current news section, which has features tips for prominent issues like 

hurricanes and the Equifax data breach.  Below is a screen shot of Perspectives WorkLife 

Online’s Home Page. 
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On the next few pages are a one (1) page summary of WorkLife Online content and the 

ILLINOIS TOLLWAY login and password, a listing of our 2019 Monthly Webinars, WorkLife 

Online Workplace Skill-Building Tutorials, WorkLife Online Interactive Health Assessments 
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 [BD22] 
WorkLife Online Workplace Skill-Building Tutorials 

Achieving Personal Goals 

Applying Emotional Intelligence in the Workplace 

Applying Leadership Basics 

Appreciating Personal Differences 

Balancing Work and Family 

Basics of Effective Communication 

Basics of Effective Selling 

Becoming an Effective Team Member 

Building a Successful Team 

Building Strong Customer Relationships 

Business Writing Basics 

Choosing a Childcare Provider 

Closing the Sale 

Coaching and Counseling 

Conducting a Performance Review 

Conflict Intervention 

Creating a Strong Leadership Team 

Creating an Effective Sales Team 

Dealing with Difficult Customers 

Dealing With Violence In The Workplace 

Delegating 

Developing Critical Thinking Skills in a Child 

Developing a Strategic Plan 

Discharging Employees 

Disciplining and Redirecting Employees 

Executive-to-employee Communication Strategies 

Financial Basics for Non-financial Managers 

Guardianship Decisions for Elderly Loved Ones 

Intercultural Business Etiquette 

Interviewing Job Candidates 

Interviewing Skills for Job Candidates 

Leading Effective Meetings 

Leading Effective Teams 

Managing a Virtual Office 

Managing Change 

Managing Disagreement 

Managing Negative People 

Managing Projects 

Managing Stress 

Managing Your 401(k) 

Mastering Cold Calls 

Motivating Employees 

Moving from Trainer to Performance Consultant 

Negotiating for the Sales Professional 

Organizing Your Workspace 

Overcoming the Loss of a Loved One 

Presentation Skills 

Preventing Sexual Harassment for Leaders (non-AB 

1825 compliant) 

Preventing Sexual Harassment for Employees (non-

AB 1825 compliant) 

Providing Effective Feedback 

Qualifying Sales Prospects 

Recognizing Employee Performance 

Recognizing and Avoiding Burnout 

Recognizing and Managing Anger 

Recognizing and Responding to Signals of Violence 

Setting Personal Goals and Expectations 

Solving Problems as a Team 

Succeeding as a Supervisor 

Successful Negotiation 

Telephone Skills for Quality Customer Service 

Time Management 

Understanding and Using Contracts 

Valuing Diversity 

 

WorkLife Online Interactive Health Assessments 

Alcohol Use Disorders Identification Test (AUDIT)  

Cardiac Risk  

Depression Screening (PHQ9)  

Diabetes Risk  

Drug Abuse Screening Test (DAST10)  

Fitness Assessment  

General Risk Health Assessment  

Health Assessment  

Resilience Scale  

Screen for Problem Gambling (NORC)  

Screening for Generalized Anxiety Disorder (GAD)  

Screening for Mania  

Wellbeing Assessment 
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EAP Services to Customer Organizations  

EAP Utilization Optimization & Organizational Fit Planning - Our plan for building 

employee and supervisory staff engagement includes both high touch and high tech methods, as 

detailed further below, but starts first with our EAP Utilization Optimization & Fit Planning 

Process.  Even though we have been the ILLINOIS TOLLWAY EAP vendor since its inception 

in 1996, we still maintain a check on the organization to insure that the EAP fits the changing 

needs of the ILLINOIS TOLLWAY.  This involves regularly communicating and meeting with 

leaders in HR, Benefits, Training, Wellness and Management to identify cultural, policy and 

benefit issues pertinent to EAP service delivery and includes discussions regarding: 

+ The best way to position the messaging of the EAP (e.g. – a resource for issues in everyday 

living; convenient connectivity in-person and online) in order to renew and/or expand 

employee and supervisory perceptions of what EAP can provide 

+ What new features to emphasize in the EAP roll out (e.g. – online Skill Building Tutorials, 

monthly WorkLife webinars (both in real time and on-demand), masters level Call center 

ready for immediate counseling 24/7, instant messaging with our EAP APP, training 

available for departments, etc.) to refresh the concept of EAP 

+ The best ways to reach the employee and supervisory populations, including the use of 

current ILLINOIS TOLLWAY news vehicles, departmental meetings, supervisory meetings, 

wellness initiatives, etc., as well as Perspectives onsite, electronic and paper program 

communication vehicles 

We then continually monitor the ILLINOIS TOLLWAY in order to make sure that our Program 

Promotion Plan is in synch and successful in increasing engagement and utilization.  This has 

included the following methods as well as other methods identified in the Utilization 

Optimization Planning process.    
 

Tailored Implementation & Ongoing Program Promotion 

+ Electronic Announcements & communications of the EAP benefit, including a link to 

Perspectives WorkLife Online 

+ Distribution of Employee and Family Letters to keep the EAP in front of the employee and 

their families and can include some kind of giveaway 

+ Distribution of unlimited new posters to all sites 

+ Distribution of unlimited brochures, wallet cards 

+ Insert EAP Announcements into existing communication vehicles 

+ Continual updating of the Features Page at Perspectives WorkLife Online, to include online 

EAP Employee Orientation Video, as well as any other ILLINOIS TOLLWAY benefit 

descriptions/links desired 

+ Additional Program Promotion media and distribution as developed through the Utilization 

Optimization Planning process 

+ Conducting Introductory and Ongoing Supervisory Training across sites/departments/shifts; 

Webinar also available 

+ Conducting Introductory and Ongoing Employee Orientations across 

sites/departments/shifts; Webinar also available 

+ Distribution of Wallet Cards and brochures/training manuals at Supervisory Trainings and 

Employee Orientations 

+ Conduct additional annual hours of Advanced Supervisory Training and Employee seminars  
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+ Utilize the ILLINOIS TOLLWAY’s dedicated Features Page at Perspectives WorkLIfe 

Online to promote both EAP and ILLINOIS TOLLWAY wellness events/features  

+ Provide content for ILLINOIS TOLLWAY in-house Communication Vehicles, as well as 

tailored articles, flyers, posters, etc.  

+ Send  

 Monthly Employee WorkLife Emailer 

 Monthly Employee EAP Emailer 

 Monthly Frontline Supervisor 

 Monthly HR Newsletter 

+ Conduct Monthly WorkLife Webinars 

+ Attend Health Fairs, Open Enrollment, Other Events 

+ Conduct Visibility Tables 

+ Ongoing HR/Benefit consultation to identify departmental/site needs; developing programs 

tailored to those departments/sites 
 

Workplace-Savvy Services 

Perspectives delivers all of the following Workplace Services as standard features of our EAP: 

Initial Supervisory Training – The purpose of this training is to familiarize supervisors with the 

wide array of personal issues addressed by the EAP/WorkLife service and the signs and symptoms 

of these problems as they are manifested in the workplace so that they confront job performance 

issues, rather than enabling them.  Supervisors are trained in the use of the EAP as an additional tool 

when dealing with previously well-performing employees who are manifesting job performance and 

employee relations issues. Supervisors are trained in the observation and documentation of job 

performance, the constructive confrontation of job performance in conjunction with HR, and finally, 

where appropriate, the referral of the employee to the EAP so that the employee has a resource to 

address any personal issue that may be causing the performance deterioration. Supervisors are also 

instructed on how to use Perspectives for ongoing consultation and develop techniques for 

controlling and dealing with their own stress. It is made clear that the employee must improve job 

performance, regardless of participation in the EAP, that the EAP is merely a resource for helping 

the employee if some personal issue is affecting the employee. EAP participation in no way changes 

the employee’s responsibility to improve performance in these HR/supervisory referral cases. 

The rationale for this training is that employees, once appropriately confronted, including corrective 

action consequences, may be ready with EAP assistance to contend with a personal issue they have 

been denying and thus be restored to their previous level of satisfactory work performance. 

It is important that Perspectives conduct this training so that the neutrality of the EAP is maintained 

and all levels of management can become familiar with the Perspectives staff.  Though some of the 

content of the training is set, the style of delivery, level of content and length are determined during 

the EAP Utilization Optimization & Organizational Fit Planning process.  Supervisory training is 

tailored to specific sites based on need and culture. It can be delivered via webinar in addition to on-

site.  

Initial Employee Orientations – The main objective of the employee orientations will be to 

introduce EAP/WorkLife services. This includes the broad array of issues covered and all 3 

models of access—in-person, Call Center and WorkLife Online. The message is that the EAP is 

a resource in everyday living for all employees. This message in reinforced when Internet access 

allows us to project Perspectives’ WorkLife Online during the orientation as this visually 
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reinforces that EAP provides resources that can assist any and all employees. Our EAP 

Utilization Optimization & Organizational Fit process will help us identify how to best reach 

employees in a manner that is consistent with the present operations at ILLINOIS TOLLWAY.  

At on-site sessions, any written materials (i.e., brochures, wallet cards, etc.) can be distributed. 

Orientations can be delivered via webinar in addition to on-site.  

Employee Orientation Video (mobile-friendly) – An Employee Orientation video is also 

available on the ILLINOIS TOLLWAY Features Page at Perspectives WorkLife Online.  

HR/Management Consultation available 24 hours a day, 365 days a year – Perspectives is 

available around the clock to assist HR staff and supervisors in dealing with troubled employees 

in a proactive manner that emphasizes our “early intervention/prevention approach”.   

Job Performance & Company Violation Referrals – Perspectives will coordinate with HR and 

supervisory personnel on any job performance, DOT, safety sensitive and company violation (i.e. 

– positive test, violence infraction, etc.) cases, providing evaluation and ongoing case-monitoring 

services.  We can communicate with ILLINOIS TOLLWAY HR personnel, with a signed release 

of information, about employee follow through with EAP recommendations.  In cases in which a 

Last Chance or Stipulations Agreement is signed by the employee, EAP feedback can be utilized 

in job action considerations. 

HR Policy Consultation – Perspectives will provide HR Policy Consultation in the following 

areas: 

+ Alcohol/Drug Testing 

+ Substance Abuse 

+ Disaster Preparedness 

+ Sexual Harassment 

+ Workplace Violence & Threat Assessments 

Advanced Supervisory Training and Employee Seminars – In addition to the Initial 

Supervisory Training and Initial Employee Orientations described in the previous section, 

Perspectives provides Advanced Supervisory Training and Employee Seminars.  These will be 

based on the specific needs of ILLINOIS TOLLWAY employees as determined in the EAP 

Utilization Optimization & Organizational Fit Planning process and discussions with HR. 

Perspectives offers this training and consultation for managers and HR in identifying and dealing 

with employees who may benefit from EAP services.  These training services are below.  (Onsite 

or by webinar, as well as in Spanish and other languages). 

Perspectives Advanced Supervisory Training topics would vary by site need and could include 

but not be limited to
2
: 

+ Are You Prepared?  Responding to Crisis in the Workplace 

+ Coaching for Managers 

+ Communicating with the Difficult Employee 

+ Conflict Management 

+ EAP Supervisor Training 

+ Harassment in the Workplace 

+ Identifying the Substance Abusing Employee 

                                                           
2
 Our seminar offerings are continually updated and new ones are added. 



Request for Proposal 18-0089 ILLINOIS TOLLWAY 

 

44 

 

+ Managing the Multigenerational Workforce 

+ Managing the Workplace Bully 

+ Navigating Organizational Change 

Perspectives Employee Seminars Include but are not limited to: 

Workplace Productivity 

+ Achieving Your 

Goals 

+ Collaboration  

+ Conflict Management 

+ Effective Customer 

Service 

+ Emotional 

Intelligence 

+ Enhancing Vitality in 

the Workplace 

+ Navigating 

Organizational 

Change 

+ Personal Productivity 

+ Responsible 

Communication 

 

 

 

 

 

 

WorkLife Balance 

+ Beating Holiday 

Stress 

+ Dual Career Couples 

+ Eldercare – Caring for 

Aging and Dependent 

Parents 

+ Embracing Change 

+ Financial Fitness 

+ Financial Planning  

+ Making Healthy Food 

Choices 

+ Making the Most of 

Your 24/7 

+ Moving Toward 

Retirement 

+ Obtaining Balance: 

Strategies for a 

Healthy Lifestyle 

+ Resilience 

+ Strategies for 

Effective Parenting 

+ Stress Management 

Workplace Culture 

+ Appreciating 

Diversity  

+ Bullying and Respect 

in the Workplace 

+ Civility in the 

Workplace 

+ Count to Four Before 

you Roar 

+ Harassment in the 

Workplace  

+ Substance Abuse 

Awareness 

+ Succeeding in the 

Multigenerational 

Workforce 

+ Suicide Awareness: 

How Can I Help? 

+ What Is Domestic 

Violence? 

+ Workplace Violence

Attendance & Participation in Health Fairs, Learning Fairs, Wellness Days, Safety Days, and 

other events. – Perspectives can be available to participate in events that provide EAP/WorkLife 

visibility. 

Visibility Tables – In addition to topical seminars, Perspectives services can be promoted 

through the use of visibility tables.  These can be in conjunction with health fairs and other 

ILLINOIS TOLLWAY events or on their own.  Program materials and a Perspectives 

representative are available to answer questions and exchange information at a table strategically 

placed at ILLINOIS TOLLWAY locations. 
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Critical Incident Response -- Perspectives will provide on-site CIR services within 24 to 72 hours 

after a traumatic workplace incident.  These group services provide employees who have 

experienced a traumatic event the opportunity to discuss their reactions and receive education about 

how to cope with the normal stress reactions that will follow.  Our staff has participated in a three-

day training and numerous seminars on critical incident stress debriefing. We have delivered 

numerous debriefings, including sessions for industrial accidents in the steel and oil industries, bank 

robberies and on-the-job heart attacks and suicide threats.  This process includes any or all of the 

following: 

+ Critical Incident Defusing -- In all cases, immediate Critical Incident Defusing services are 

also available.  We consult with management and HR regarding managing the reactions of 

those involved, including assisting in making determinations as to who should go home, 

attending to immediate physical and family needs as well as consulting about how best to 

communicate about the incident to employees.  Defusing services are typically conducted 

with HR and managerial staff via phone, but can be conducted on-site, as well. 

+ Grief Support & Debriefing – Perspectives also provides grief support groups for 

employees struck by loss that may not necessarily be related to workplace trauma.  

Departments who have suffered the loss of a coworker or who have a coworker suffering 

the loss of a loved one also benefit from grief counseling. 

See in Tab 8 Critical Incident Response (CIR) Services on page 69. 

Value Proposition Utilization Reports, including Client Satisfaction – Perspectives will provide 

complete utilization reports Quarterly (Summary utilization reports can be provided at any time.)  

Our complete utilization report includes trend graphing of individual and organizational 

utilization with emphasis on EAP impact, including the % of cases handled without referral into 

the healthcare plan.  Both the number of cases and the amount of service provided on cases are 

reported by the following types of cases - EAP Counseling, WorkLife, Legal/Financial and 

Online.  Then, utilization is broken down into demographic, problem area, recommendation and 

resolution sections.  A full WorkLife Online section outlines where employees and family 

members are going on Perspectives WorkLIfe Online. Client Satisfaction data is also 

incorporated into the report.  All program promotion and account management activities are also 

reported, including number of activities and number of attendees at trainings, orientations, 

seminars, health fairs, etc. We do not view the data in our reports as static, but rather dynamic, 

examining the data in collaboration with our customers in order to determine future EAP 

program promotion and training strategies to 1) to maintain a high level of EAP visibility, and 2) 

integrate the EAP with ILLINOIS TOLLWAY initiatives in which the EAP can provide valuable 

training, consultation and resources. See in Tab 8, Appendix __ ILLINOIS TOLLWAY 

UTILIZATION REPORT.[BD23] 
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Other Related Services 
(as requested in Section D.4. of the Request for Proposal) 

Legal/Litigation Matters 

Perspectives will be available for litigation matters, including providing supporting 

documentation within the limits of the laws of confidentiality applicable to EAP. 

Case Transitions 

Should it become necessary to transition services to another vendor, Perspectives would: 

+ Complete any sessions remaining for ILLINOIS TOLLWAY clients currently in EAP 

problem-resolution counseling.  This minimizes any disruption for the clients. 

+ With a signed Release of Information, refer any ILLINOIS TOLLWAY-referred cases in 

follow up monitoring to the new vendor to continue that follow up and reporting to the 

ILLINOIS TOLLWAY.  There is likely to be very few, if any, of these cases. 

+ Provide the 800# of the new vendor to callers who still call our Call Center after the 

transition to the new vendor. 

+ Meet with the new vendor and the ILLINOIS TOLLWAY to provide any other information 

that might be helpful, should the ILLINOIS TOLLWAY want such a meeting. 

Financial Services 

As was mentioned on pages 16 and 17, Perspectives provides, unlimited free telephonic access to 

our Financial Planners as part of the program. 

Disaster Recovery Plan/Record Retention 

Record Retention/Security - First, in terms of record security and retention, it is key to have 

preventive measures in place in addition to disaster recovery measures.  These preventive 

measures include the following: 

+ All electronic data, including client records, is stored on servers located securely on the 

cloud.  Regular audits are conducted to prevent unauthorized access to, modification of or 

depletion of sensitive client data. File level security is handled through assignment of NTFS 

permissions and strict user account policies. Remote access to our corporate network can be 

gained only through an encrypted virtual private network session.  Our CISCO VPN router 

also acts as a firewall to block outside access to our servers.  All workstations company-wide 

are protected with either Norton Anti-Virus or McAfee and are configured for regular 

updates and complete system scans. 

+ All hard case files are the property of Perspectives and are kept in locked files in secure 

areas.  Any person or organization that might have exposure to Protected Health Information 

has agreed in a signed Business Associate Agreement to protect such information per the 

Health Insurance Portability & Accountability Act (HIPAA).  Upon case closure, all files are 

kept for 7 years at a secure off site location, even in the event a customer cancels their EAP 

contract.  They are then destroyed.   
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Disaster Recovery - Perspectives’ Disaster Planning Committee is included in our QA Program 

as it developed and updates our Business Continuity Plan that is put in place following a disaster 

that could interfere with service delivery.  That plan includes: 

+ Physical Evacuation Planning/Emergency Action Plan 

+ Backup plan for records (3
rd

 party vendor “EAPXpert”) 

+ Backup plan for telephone coverage 

+ Plan for multiple simultaneous customer Critical Incident Stress Debriefings 

Perspectives Business Continuity Plan goes into great detail about how to reconnect with our 

cloud-based systems.  The plan also includes a detailed plan for multiple simultaneous customer 

critical Incident Stress debriefings in the event that the disaster has affected customers as well as 

our own offices.  These details include the following areas: 

+ Identification of location of vital records  

+ Documentation of critical forms  

+ Software used in recovery  

+ Software used in production  

+ Logical drawings of communication and data networks in the unit  

+ Communication needs – Access Center/Account Management 

+ Communication needs - in the recovery site  

+ Use of alternative "Office Automation" functions to perform mission Word 

processors, spreadsheets, copy machines, fax machines, etc.  

+ Shift or call in personnel as needed to support the mission  

+ Shift communications channels to alternates as needed  

+ Transfer function/mission to different organization/system/contracting 

Additional Insurance Requirements (in addition to those found in Section F.12) Please refer 

to Tab 8 - Other Exhibits. 

D.5. TRANSPORTATION AND DELIVERY TERMS  

N/A 

D.7. SUBCONTRACTING 

Perspectives does not have any subcontract relationships that would have an annual value 

of equal to or more than $50,000.00 for this contract. 
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D.8. WHERE SERVICES ARE TO BE PERFORMED 

Perspectives has excellent coverage of current employees, as below.  Our EAP office 

locations follow, both our own (in bold) and our EAP affiliates. 

D.8.3 Location where services will be performed 

Chicagoland EAP Locations 

Addison 

Algonquin 

Antioch 

Argonne 

Arlington 

Heights 

Aurora 

Bannockburn 

Barrington 

Bartlett 

Batavia 

Beach Park 

Belleville 

Bellwood 

Berwyn 

Bolingbrook 

Bourbonnais 

Bridgeview 

Buffalo 

Grove 

Calumet City 

Carol Stream 

Cary 

Chicago 

(dtn, S., N.) 

Crystal Lake 

Darien 

Deerfield 

DeKalb 

Des Plaines 

Dixon 

Downers 

Grove 

East Dundee 

Elgin 

Elk Grove 

Village 

Elmhurst 

Evanston 

Evergreen 

Park 

Flossmoor 

Forest Park 

Fox Lake 

Fox River 

Grove  

Frankfort 

Freeport 

Geneva 

Glen Ellyn 

Glenview 

Glenwood 

Grayslake 

Gurnee 

Hanover 

Park 

Harvey 

Hazel Crest 

Hickory 

Hills 

Highland 

Park 

Hillside 

Hinsdale 

Hoffman 

Estates 

Homewood 

Huntley 

Joliet 

Kankakee 

LaGrange 

Lake Bluff 

Lake Forest 

Lake in the 

Hills 

Lake Villa 

Lake Zurich 

LaSalle 

Libertyville 

Lincolnshire 

Lisle 

Lombard 

Loves Park 

Matteson 

McHenry 

Melrose Park 

Midlothian 

Mokena 

Morton 

Grove 

Mount 

Prospect 

Mundelein 

Naperville 

New Lenox 

Niles 

Normal 

North 

Aurora 

North 

Riverside 

Northbrook 

Northfield 

Oak  Brook 

Oak Forest 

Oak Lawn 

Oak Park 

Oakbrook 

Terrace 

Olympia 

Fields 

Oswego 

Ottawa 

Palatine 

Palos 

Heights 

Palos Hills 

Palos Park 

Park Forest 

Park Ridge 

Plainfield 

Princeton 

Richton Park 

River Forest 

Riverside 

Riverwoods 

Rockford 

Rolling 

Meadows 

Roselle 

Saint Charles 

Sandwich 

Schaumburg 

Skokie 

South 

Barrington 

South Elgin 

South Holland 

Sterling 

Streamwood 

Sycamore 

Third Lake 

Tinley Park 

Vernon Hills 

Villa Park 

Wauconda 

Waukegan 

West 

Chicago 

West 

Dundee 

Westchester 

West 

Frankfort 

Western 

Springs 

Westmont 

Wheaton 

Wheeling 

Willowbrook 

Willow 

Springs 

Wilmette 

Winfield 

Winnetka 

Wood River 

Woodridge 

Woodstock 

Yorkville 

Zion 
 

Northwest Indiana EAP Locations 

Chesterton 

East 

Chicago 

Elkhart 

Gary 

Hammond 

Highland 

Hobart 

Kouts 

LaPorte 

Lebanon 

Lafayette 

Merrillville 

Michigan 

City 

Munster 

Portage 

Plymouth 

Schererville 

South 

Bend 

Valparaiso 

Warsaw 

West 

Lafayette 
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Southern Wisconsin EAP Locations 

Beloit 

Brookfield 

Burlington 

Delafield 

Elkhorn 

Elm Grove 

Glendale 

Greenfield 

Janesville 

Kenosha 

Lake 

Geneva 

Milwaukee 

New Berlin 

Oak Creek 

Oconomow

oc 

Racine 

Waukesha 

Wauwatosa 

West Allis 

 

D.8.3 Percentage of contract services performed at this location 

Our work will be performed in the following locations.  The approximate % of the total 

value of the contract is provided as an anticipated value: 

 

+ Chicago, IL - 30% (Call Center, scheduling, consultation, emergency services, 

supportive phone counseling, resource/provider identification/development, 

distribution of program promotion materials, etc,) 

+ Oak Brook, IL - 16% (in-person counseling) 

+ Naperville, IL – 10% (in-person counseling) 

+ Rockford, IL. - 7% (in-person counseling) 

+ Hoffman Estates, IL –  5% (in-person counseling) 

+ Lincolnshire, IL - 3% (in-person counseling) 

+ Evergreen Park, IL - 3% (in-person counseling) 

Olympia Fields, IL - 3%, (in-person counseling) 

+ Oak Park, IL – 2% (in-person counseling) 

+ Other Perspectives offices and 300+ Other Perspectives Chicagoland Affiliate 

locations per list above - 21%, (in-person counseling) 
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TAB 5 – Offeror / Staff Specifications 
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TAB 5 - OFFEROR/STAFF SPECIFICATIONS 

EAP Experience– Perspectives has been delivering EAP services, as described in Request for 

Proposal Contract #18-0089 response, since[CK24] 1981.  We provide services nationally, but over 

95% of our EAP customers are headquartered in northern Illinois.  The services listed in the RFP 

are all standard service delivery components of a Perspectives EAP.  EAP service delivery is our 

core business and we cover over 350,000 employees in over 450 client organizations, many in 

the public sector.  This includes: 

+ over 130[CK25] northern Illinois municipalities and public entities, including townships, fire 

protection districts, libraries, park districts, forest preserve districts, water districts and 

housing authorities. 

We also provide the EAP for the: 

+ Argonne National Laboratory 

+ Metropolitan Pier & Exposition Authority 

+ Navy Pier   

Illinois License - Our Illinois Professional Service Corporation Registration # is 060.005595 - 

149-000466.  In Tab 8 the license and articles can be found. Below is a copy of that license and 

articles of incorporation 
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Illinois Tollway Team Resumes
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Continuous EAP Staff/Affiliate Training 
Continuous Training – Perspectives believes in the benefits of continuous training in addition to 

requirements for all clinicians to attend outside educational opportunities. We provide internal 

training on key topics that we see as interest points across our book of business.  

    

As examples, below are the training offerings we have made available internally to our staff 

since 2016: 
 

February 1, 2016 

Violence in the Workplace 

Dave Flora - Firestorm 

1.0 Hours 

 

March 31, 2016 

Effective Customer Service Skills 

Presenter: Cheryl Gandolfi  

2.0 Hour 

 

January 13, 2017 

Do’s And Don’ts Of Record Request & 

Subpoenas 

Presenter:  David Bressler – Partner,  

Dykema Law 

1.5 Hours 

March 22, 2017 

EAP Consultation and Workplace Crisis  

Presenter: Rick Kronberg, LCSW 

Kathy Blaszkiewicz, LCSW 

2 Hours 

 

March 8, 2017 

Substance Awareness training  

Presenter:  Kathi Blaszkiewicz 

1.5 Hours 

July 12, 2017 

Best Practices Disruptive Event 

Management for the Workplace 

Presenter:  Jeff Gorter, MSW 

7 Hours 

 

September 12,2018 

The Influence of our Own Stories on our 

Own Work 

Presenter Peggy Hough, LCPC,CADC 

1.5 Hours 

 

October 10
th

, 2018 

A Development Perspective on Emerging 

Adult and Addiction 

Presenter:  Julia Meo, LCSW, CADA 

1.5 Hours 

 

November 14
th

, 2018 

Opiates – Response & Trends 

Presenters:  Bob Carty, LCSW,CADC 

Ramen Kasha, MBA,MS,CADC,LCPC 

1.5 hours 

 

December 19, 2018 

Sexual Harassment   

Presenter:  Dr. Jennifer Litner 

1.5 Hours 
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References 

The following references of current contracts are provided for the ILLINOIS TOLLWAY.  We 

provide EAP services, as described in the ILLINOIS TOLLWAY RFP 12-0102, to each of these 

references.  The # of employees covered and the year we started service delivery[CK26] are in 

parentheses after the organization’s name. 

Jamie Stalker, MD 

Medical Director 

ARGONNE NATIONAL LABORATORY (3,219 employees; began contract in 2011) 

9700 Cass Ave. 

Lemont, IL 60439     (630) 252-2811 

[CK27]Rich Pelligrino 

Executive Director 

WEST CENTRAL MUNICIPAL CONFERENCE (4,500 employees across 40+ suburban 

Chicago municipalities and public entities such as townships, fire protection districts, 

libraries, water districts; began contract in 1998) 

2000 Fifth Ave 

River Grove, IL     (708) 453-9100 

Erica Berman 

Human Resources 

LAKE COUNTY (2609 employees, began contract in 2017) 

18 North County Street 

7
th

 floor 

Waukegan, Illinois 60085    (847) 377-2157  
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TAB 6 - Planned Changes 
 

There are no significant planned changes that would change any of the information in this 

proposal.  We will continue to regularly upgrade our MIS to create both efficiencies and new 

customer features, as we have this year with the creation of our utilization dash board.  
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TAB 7 – Pricing 
 

Pricing is in a separate sealed envelope.  
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TAB 8 – Exhibits 

 
Professional Services Corporation Registration 

State of Illinois Articles of Incorporation 

Quality Assurance Program 

Critical Incident Response (CIR) Services 

Utilization Report 

Insurance Information 
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Measures 
 
Our approach to Quality Assurance, as described below, is preventive in nature, built on the regular 
measures listed below. The objective and subjective tools to measure and upgrade the quality of our service 
delivery are: 

  

+ Call Center Report – This internal Automatic Call Distribution (ACD) report provides monthly data on 
our Call Center’s phone responsiveness, abandonment rate and average on-hold time.   
 

+ EAP Appointment Scheduling Wait Time Report – This Management Information System report 
provides data on our average appointment waiting time.  This data is used to monitor staffing levels in 
the Call Center and our local offices. 
 

+ WorkLife Online Referral Fulfillment Turnaround Time – This MIS report provides data on the average 
time referral resources and materials are provided to WorkLife Online clients. 
 

+ EAP Counselor Selection – All Perspectives EAP Counselors, whether providing Call Center or in-
person counseling, must be licensed with a generalist background in substance abuse, mental health, 
family systems and community resource identification in addition to a minimum of a master’s degree. 
They must be EAP-Capable clinicians, able to deliver a comprehensive assessment of a client’s 
needs and EAP problem-resolution counseling to resolve most client situations. 
 

+ WorkLife Online Consultant Selection – All Perspectives WorkLife Online Consultants must have 
relevant field experience as well as a master’s for elder care consultation and a bachelor’s for child 
care and convenience consultation. 
 

+ Provider Selection – All Perspectives providers – clinicians, facilities, child and elder care givers, 
community resources, attorneys, financial planners – are credentialed in their respective fields and for 
their particular expertise. 
 

+ EAP Counselor/WorkLife Online Consultant Continuing Education – All EAP Counselors and 
WorkLife Online Consultants must receive 20 hours of continuing education a year, half of which is 
offered through Perspectives.   
 

+ EAP Counselor/WorkLife Online Consultant Supervision – Our EAP Counselors and WorkLife Online 
Consultants are provided supervision to insure that they are attending to any cultural/policy/benefit 
implications particular to our accounts.   
 

+ Staff Meetings - Call Center EAP Counselors meet daily and in-person EAP Counselors meet 
monthly to be continually updated about the various benefits, policy and cultural issues affecting 
service delivery to our client organizations.  The meetings also include case presentations for peer 
feedback.   
 

+ Account Manager Meetings - Account Managers meet monthly to review their performance 
measures, which include 1) account retention, 2) organizational services activity level, 3) account 
innovation and value-added service expansion, 4) account feedback, 5) account utilization, 6) benefit 
cost analysis when HR data made available 
 

+ Clinical Quality Assurance Team - Cases that need consultation beyond our group and individual 
supervision settings are referred to our Clinical Quality Assurance Team comprised of our Medical 
Director, Clinical Director and Director of Managed Behavioral Healthcare.   
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+ EAP Counselor QA Report - Our EAP Counselor QA Report monitors the percentage of cases each 
EAP Counselor continues to see in EAP problem-resolution counseling, refers to inpatient treatment 
and identifies as a chemical dependency case.  This report is used in supervision to insure that EAP 
Counselors are screening for chemical dependency, utilizing EAP problem resolution counseling 
where appropriate and referring to inpatient treatment only when appropriate. 

 

+ EAP Client Satisfaction Survey – This simple 5x7 survey card elicits Yes/No responses to the 
following service components:   

 Prompt and professional attention during initial call  

 Attempted to schedule within 3 days for an appointment  

 Scheduled location and time convenient to work or home  

 EAP Counselor helpful in addressing your concern  

 Recommend services to someone else or use it again 
 

+ WorkLife Online Client Satisfaction Survey – This simple online survey elicits feedback on the following 
service components: 

 Care consultant was knowledgeable 

 Info rec’d helped me make a good decision 

 Calls & e-mails were answered promptly 

 Referrals rec’d within agreed upon time limit 

 Overall satisfaction 
  

+ Participant Follow-Up – All EAP and WorkLife participants are contacted to insure that the services 
they received from Perspectives and from a referral resource have been satisfactory.  
 

+ Training/Seminar Evaluations – All trainings and seminars are evaluated by participants for content 
and delivery. 
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Procedures 
 
In addition to the managers and directors who conduct the supervision and staff meetings listed previously, 
Perspectives has several committees involved in the QA process as follow: 
 
+ Operations/QA Committee – The Operations/QA Committee oversees all QA efforts, meeting weekly to 

review customer service issues as well as standard operating procedures. The Operations/QA 
Committee: 

 Reviews reports (ACD, Staff Deployment, EAP Appointment wait time, WorkLife Online Referral 
Fulfillment Turnaround Time, EAP Counselor QA Report, utilization across industry, online 
system up time) 

 Conducts Internal Audits of charts for compliance with case coding, case notes and supporting 
documents 

 Reviews EAP & WorkLife Online Client Satisfaction surveys 

 Reviews seminar evaluation feedback 

 Plans for disseminating account information to staff (upcoming changes, RIFs, insurance 
changes, upcoming training, health fairs, CISDs, sensitive situations, fragile clients) 

 Reviews administrative procedures and work flow 

 Plans for technology/MIS updates 

 Identifies staffing needs and incorporates Perspectives’ Diversity Policy into recruitment and 
retention efforts 

 Identifies staff training needs 

 Identifies service delivery resource needs 

 Identifies office and equipment needs 
 
+ Committee on Ethics & Law – The Committee on Ethics & Law acts to insure that Perspectives is 

complying with licensing and regulatory requirements.  It also serves as a proactive venue for staff to 
bring ethical dilemmas. It maintains compliance and conducts staff education in the following areas: 

 HIPAA 

 Confidentiality, Release of Information, Fitness for Duty  

 ADA 

 FMLA 

 Sexual Harassment 

 Violence in the Workplace 
 

+ Provider Relations Committee – The Provider Relations Committee conducts the selection and 
recredentialing of our EAP affiliates and providers in the following ways: 

 Review of degree, license, certification, malpractice insurance and experience of 
affiliates/providers 

 Add /remove affiliates/providers from panel 

 Assess resources for account-specific needs (DOT, CISDs) 
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•  Individualized and customized services for each customer organization so that can maintain 

high quality, best practices that fit the unique needs of each customer organization. 

•  Customer organization and their member/ employee I family member clients with 

immediate and direct contact to a trained professional who can begin the service 

delivery process and follow through with them until the situation or event is under 

control or stood down. 
 
 

CIR Services Provided - 
 

•  Pre-incident consultation I training on culture and expectations; 

customized protocol development 
 

•  Immediate response capability via our professional call center which operates 24 17 1365 

These counselors will consult with the customer organization staff to ascertain 

the nature of the incident and response 

•  On-site within 24 hours 
 

•  Provide direct counseling services during and after crisis 
 

•  Provide de-briefing services with groups or individuals 
 

•  Provide counseling where needed 
 

•  Provide support for leadership I management, HR and Union Officials to include debriefings 

or 1:1 meetings 
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Utilization Report  
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TAB 8 – Insurance Information  












