
Counselling
Our confidential counselling service enables employees to resolve work and personal issues that may affect 
their wellbeing and productivity. In recognising that employees are an organisation’s greatest resource, 
Access Wellbeing Services (AWS) is staffed by a diverse, multidisciplinary team that enables the service to 
view and manage clients in a holistic manner, addressing their immediate presenting issue as well as other 
matters that may be impacting on them personally or professionally.  

AWS ensure that all personnel are required to participate in regular clinical / professional supervision. With 
both extensive practical and educational experience (minimum 5 years), all AWS counsellors are able to 
provide services to both clients from culturally diverse backgrounds, people with disability, mature aged 
people, Indigenous Australians and young people.  

AWS are aware of the need to be able to provide a timely response when staff are seeking EAP counselling 
and have the counselling experience and capacity available to deliver face-to-face, telephone and video-
conferencing sessions to provide additional flexibility and responsiveness as required. 

The short-term nature of EAP work necessitates a strong understanding of brief therapy and strengths 
based practice. These approaches are designed to maximise a client’s own resources and generate 
change by empowering clients with the ability to create solutions in time limited contexts.

Counselling models are adapted to the unique needs of clients and counsellors are necessarily eclectic, 
operating from and informed by, a broad range of therapeutic modalities.  Primary modalities engaged 
include, but are not limited to the following:

► Solution Focused Brief Therapy (SFBT) – internationally recognised model of choice for EAP
clinical work.

► Cognitive Behavioural Therapy (CBT) – endorsed by Medicare ‘Better Access Program’ as
evidence based treatment for a wide range of presenting issues.

► Interpersonal Psychotherapy (IPT) – endorsed by Medicare ‘Better Access Program’ as evidence
based treatment for a wide range of presenting issues.

► Acceptance and Commitment Therapy (ACT) and Mindfulness Based Behaviour Therapy (MBBT)
– evidence-based treatment for a wide range of clinical presentations, as well as stress and
relationship issues.

► Narrative Therapy – application of narrative to working with people to ameliorate subjective
experience and life circumstance.
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Manager Support 
In an increasingly complex work environment, management face many challenges 
ranging from managing staff through organisational change, supporting staff with 
serious/critical incident stress, responding to workplace conflict and grievance, 
managing staff performance and selecting and retaining key staff members. 
AWS offer a comprehensive suite of organisational psychological services that 
support management to empower and develop the full potential of their teams and 
individuals.

Managers, supervisors and team leaders are often faced with the tasks of balancing 
operational demands and people management issues. Manager Support offers the 
opportunity to discuss difficult situations with our team specialists, seek support and 
advice, develop concrete strategies and discuss options or recommendations for 
managing employee related challenges. Like employees who utilise our services, 
managers are offered complete confidentiality. Consultants often assist with matters 
such as: 

 ▶ Having crucial conversations with employees engaged in unproductive   
 behaviours

 ▶ Resolving workplace conflict in a healthy and professional manner
 ▶ Addressing issues such as bullying, substance use and poor performance
 ▶ Motivating organisational transition
 ▶ Improving organisational morale and reducing employee turnover
 ▶ Managing stress

Managers can access a free 15-minute phone consultation with an AWS counsellor 
by calling our Manager Support Hotline during normal business hours. 
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Wellness Check 
AWS can provide a wellness check to address any concerns you may have for the 
psychological welfare of an employee.   

AWS clinical staff have many years of experience in conducting wellness checks and 
can provide informed recommendations on how to best support employees if required.  
Common reasons for client organisations requesting a wellness check include:

 ▶ death or injury of employees or their family member/s;
 ▶ unapproved and/or extended absences from workplace;
 ▶ exacerbated mental health issues; or
 ▶ challenging or distressing work events

Our counsellors will contact your staff member by phone where they will check in on the 
employee’s wellbeing, offer support and strategies to assist and encourage them to access 
their allocated EAP sessions to receive longer term support with their presenting issues, 
where appropriate.

During this call, our counsellors will also assess any risk of potential harm to the employee 
or others, and we will take actions as required to ensure the staff member’s safety, 
that may  include contacting emergency services or referring the employee to external 
organisations for specialist assistance. These wellness check calls are generally 15 
minutes in length, but if the employee is in crisis the session will be extended as required 
to ensure that adequate supports and strategies are implemented.  

Upon completion of the call, we will provide you with an outcome report, via your choice of 
phone call, email or written report, summarising whether we were able to establish contact 
with the employee and whether there was any risk identified to themselves or others. 
We will advise of any recommended steps that the organisation can take to assist this 
employee band can provide additional detailed information if the employee wishes us to 
and provides their consent for us to do so. 
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Conflict Management
Conflict Management falls under the banner of Alternative Dispute Resolution (ADR). ADR is a process that 
assists all parties to manage and resolve issues in order for them to exhibit behaviours in the workplace 
that create a respectful and professional work environment.

Conflict management processes may be of a facilitative, advisory, determinative or, in some cases, 
a combination of these. Access Wellbeing Services (AWS) utilises the facilitative model of conflict 
management being mediation; the role of the Mediator is to assist the parties to identify the pertinent 
issues and the process endeavours to reach an agreement on some or all of the issues. The benefits of the 
facilitative approach to conflict management includes but not limited to;

► Empowering parties to make decisions

► Being treated respectfully and equally

► Allows room for expressing of feelings as well as addressing substantive issues

► Inclusive rather than adversarial

► Resolutions achieved

► Flexibility with location

► Less costly

Conflict management provides a structured negotiation in which an independent person assists the parties 
to identify and assess options and negotiate an agreement to resolve their dispute. A Mediator refrains from 
making or involving their thoughts, ideas and suggestions in the development of a proposal. The Mediator 
has no advisory or determinative role on the content of the matters discussed or the outcome of the 
process, but may advise on or determine the process of facilitation.

Prior to a mediation or facilitation session occurring, the mediator conducts assessments with the referrer 
and the parties to determine the nature of the dispute and the wellbeing of each party in order to ensure 
that all parties are appropriately prepared and capable to engage in the process. All parties are entitled 
to utilise a support person whilst attending the conflict management process. If a party wishes to have a 
support person with them, the other party must consent, all parties must agree to the support person’s role 
and the support person must sign a confidentiality agreement. All parties will receive the “Support Person in 
Conflict Management” document when being notified by AWS of the receipt of conflict management referral. 
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Manager Initiated Referral
This referral-based service allows an employer to engage an employee in a targeted coaching 
or counselling approach. Using a collaborative agreement, AWS works closely with both the 
employee and their manager to assist the employee in managing work, personal, or wellbeing 
concerns that are impacting on their behaviour or performance.

Employees are often referred to counselling because of a performance or interpersonal difficulty in 
the workplace where there are specific concerns that become necessary to address. These may 
include:

 ▶ increased absenteeism or decreased productivity
 ▶ workplace bullying or negative behaviour toward peers/clients
 ▶ irritability or moodiness 
 ▶ concerns about substance misuse

Manager Initiated Referrals work best when they balance genuine concern for an employee and 
their wellbeing, with holding them accountable for their behaviours prior to further steps becoming 
necessary. The role of the counsellor in the Manager Initiated Referral process is to:

 ▶ clarify the goals of the organisation and client
 ▶ explore positive ways of managing the issue identified
 ▶ provide the employee with a clear, finite process for developing new skills
 ▶ be objective and non-judgemental

The Manager Initiated Referral service is a transparent and positive way of managing a work 
performance issue and provides the employee with a clear, finite process for developing new skills 
they require in the workplace.
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Critical Incident Response
A critical incident is defined as any incident occurring in the workplace, arising out of the course of work, 
or directly impacting a staff member that has the potential to cause trauma to the employees that have 
experienced, witnessed or are affected by that event. Examples include; death or serious injury; assault; 
imminent threat of harm; self-harm or suicide; near-miss accidents.

AWS commits to delivering a critical incident response that:

► is handled in a timely and sensitive manner;

► involves effective communication with all parties; and

► is helpful for employees impacted by the traumatic event and for the managers involved in
supporting them.

All critical incident requests are received and triaged immediately. Critical incident will be responded to by 
telephone within 20 minutes and a counsellor, where possible, will be available on-site within 2-4 hours 
(depending on travel time).  

AWS applies Psychological First-Aid (PFA) model when responding to a critical incident. PFA is a 
‘grassroots’ evidence-based psychological support for individuals who have experienced minor stresses 
in daily life to traumatic events. PFA includes providing the following eight elements, within 24 hours post-
incident;

► Understand the event and significant stressors

► Assess individual’s response

► Educate individual with realistic coping responses

► Develop a response plan which mobilises the individual

► Encourage good self-care

► Encourage individual’s utilisation of support system (family, friends etc.)

► Make appropriate referrals

► Follow up

Critical Incident Response can include group debriefing, individual counselling, onsite support, Wellness 
Checks or Wellbeing Assessments depending on the incident that has occurred and the extent of the 
impact on staff and their families. 
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Training
Access Wellbeing Services (AWS) train thousands of professionals each year from government 
departments, corporates, mining and community organisations. Our specialist training team have been 
chosen for their expert knowledge to complement the wide variety of topics offered. The topics available 
for presentation are reflective of the current workplace issues and are tailored to the specific needs of 
each group by a team of highly experienced and entertaining trainers with a focus of balancing theory with 
practical strategies. 

Tailored Training is an effective tool for organisations accessing professional development options to 
improve productivity and workplace morale. This training can be timed to suit company schedules and 
group needs and is a cost-effective way of skilling large groups of employees. AWS’s specialist training arm 
can provide tailored training on a variety of topics and in various formats. 

AWS trainers have combined their unique knowledge to develop a core selection of skill enhancement for 
management and employees at all levels. Our training workshops have been developed with current issues 
in mind and backed up by trends that our Counsellors encounter whilst working with client companies and 
their employees in EAP Counselling.

Please contact our Training Services Coordinator for a copy of our current training menu or to discuss 
tailoring a program to suit your organisational needs via face to face or video conference.
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Professional Supervision
Our Professional Supervision service provides a confidential and supportive space for professional 
development, learning and growth. The supervisory relationship can be seen as a means to address 
ethical, professional, and best practice standards and includes:

► Development of both skills and knowledge.

► Enhancement of self-care.

► Building resiliency and self-confidence.

► Supporting staff retention, staff development, and job satisfaction.

► Assist with ability to cope with change, both organisationally and client based.

► Development of professional identity.

Our Supervision Framework
Access Wellbeing Services (AWS) Supervision provides a balance of the three main functions of 
supervision: Professional Learning, Support and Accountability. AWS Supervisors use reflective and 
culturally appropriate supervision models and draw upon a range of evidence-based theories, models and 
tools, according to the interests and needs of our supervisees and their clients.

AWS Supervisors have tertiary qualifications in either Social Work, Counselling, or Psychology and all hold 
professional affiliations with relevant professional bodies as well as extensive professional experience and 
training in the delivery of Professional Supervision. 

We offer both individual supervision and group supervision in person, by telephone or video conferencing.  
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Increasing Psychological Safety 
Work-related psychological injuries can be challenging issues for organisations and their employees. 
Claims are continuing to increase in most jurisdictions and claim costs for psychological injury are 
consistently higher relative to other injury types. Prevention, early intervention and management 
of psychological injuries are essential initiatives for many organisations. Our solutions to reducing 
psychological injuries include counselling, training, coaching and consultancy. 

These solutions enable organisations to: 

► Prevent psychological injury in the workplace.

► Provide a flexible work environment.

► Manage and reduce the impact of psychological injury.

► Use a workplace behaviour risk management checklist.

► Develop strategies to build psychosocial risk management.

► Promote mindfulness to manage stress and anxiety.

► Adopt a zero-tolerance approach to workplace bullying.

► Improve workplace conduct and behaviour.

► Build a resilient workforce that is ‘change ready’.

► Encourage inclusive leadership and teams.
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