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Introduction

This report considers the psychosocial risks and insights derived from EAP (Employee Assistance Program) observations for
customers in the Utilities Sector, including Electricity, Gas & Water Supply. It is intended to support Assure Programs’ business
partners in exploring trends at an industry level, and is best used in conjunction with each customer’s individual EAP reporting
and other data sources, to inform proactive mental health and wellbeing strategies.

Assure provides EAP services to 9 organisations in this sector, totalling about 13,000 employees plus their family members. In
2017 Assure provided 1,217 counselling sessions and 101 hours of support for critical incidents and significant events in this
sector. 85% of all Assure’s counselling sessions were face to face.

Across all industries, mental health issues are the fastest growing reason people are accessing EAP at Assure. Because we
only use psychologists (not counsellors, social workers or chaplains) we are able to assess and treat these issues (particularly
complex and trauma-related cases) using evidence-based interventions. Additionally, we offer ongoing longer term treatment in
conjunction with a GP Mental Health Care Plan, where clients can receive rebates through the Medicare system when
necessary and continue to use the same Assure psychologist if they choose.

Industry Context & Psychosocial Risks

Remote working, employee demographics and sometimes long shifts give the Utilities Sector a combination of psychosocial
risk factors that lead to mental health challenges.

Some employees have to travel away from home frequently, which can result in fatigue, poor diet and physical health, a sense
of isolation and disconnectedness from their personal lives and support networks, and relationship pressures. Having ever
changing work locations and environments further compounds the disconnectedness and difficulty in building work
relationships. Social withdrawal can lead to further symptoms of mental health illness, in particular depression.

Where employees are geographically dispersed, regardless of whether they travel away from home or work in their own local
communities, this creates challenges with the accessibility of support services and the development and monitoring of
consistent management practices. Low usage of computers (sometimes even when they are available) also hampers remote
communication and awareness, increasing the importance of personal mobile tools and resource centres such as Assure
Online.

Some employee roles involve direct interaction with members of the public, which places employees in danger of verbal or
physical abuse. Situational awareness and de-escalation skills are vital to these employees.

Traditional work practices can lead to perceptions of bullying and injustice, and workplace conflict is relatively common.

To compound these challenges, workforces in this sector are typically male-dominated, and awareness and acceptance of
mental health issues is often low.

The Utilities Sector has traditionally had a strong focus on physical health and safety, but there is now a growing awareness of
psychological safety as well. Assure is supporting a number of businesses in developing mitigation strategies for mental
health issues.







