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WorkLife4You Sample Case Scenarios

Counseling, education and referral services are available to help employees manage their daily work and life responsibilities by providing assistance with all their life events. By conducting all the research and legwork, WorkLife4You specialists save employees a tremendous amount of time and effort. 

To illustrate how WorkLife4You can assist employees, consider the following sample case scenarios.

1. An employee calls WorkLife4You because her doctor has just informed her that she is pregnant. She is looking for information on parenting classes in her area because she is going to be a first time parent.

When the employee first contacts WorkLife4You, a child care specialist will assess her needs and provide personalized information and referrals to help her find parenting classes in her area. The specialist will also inform the employee about WorkLife4You’s other available prenatal assistance (including birthing methods, child care options, exercise classes, breastfeeding and formula feeding, support groups, etc.).

If the employee has Internet access, the specialist will offer to immediately send educational materials to the WorkLife4You Resource Center, a private area of the WorkLife4You web site personalized for each user that allows the employee to view, download and print educational materials on prenatal, child safety and child care issues within minutes of their request. Expectant employees are also eligible to receive a WorkLife4You prenatal kit. Winner of Human Resource Executive magazine’s “Product of the Year” award, this kit educates expectant parents on proper prenatal and child care. The kit contains educational information and free products designed to help members plan for a healthy pregnancy.

While the employee is reviewing her information, the specialist will use the WorkLife4You database of over four million providers to locate parenting classes in her local area. The specialist will then contact each provider before they are referred to ensure their continued compliance with state regulations (if applicable), and the employee’s specific needs (in terms of budget, services, location, etc.). 

The specialist will then generate detailed referrals to those providers that most closely match the employee’s needs and deliver them to her. If the employee has Internet access she can access her referrals securely via her own personalized Resource Center on the web site. This enables the specialist to review the referrals while speaking with the employee over the telephone. If she prefers, the employee can opt to receive her referrals via mail. 

Additionally, the specialist will remind the employee to explore the WorkLife4You web site for additional articles of interest related to parenting, child safety, and other child health and wellness issues (including many articles on parenting).

Finally, the WorkLife4You specialist will remind the employee of any related benefits offered by their employer such as Family Medical Leave policies or prenatal programs—and provide contact information or offer to connect them directly. 

As with all cases, the specialist will follow up with the employee every step of the way to ensure that the employee’s needs are completely satisfied. The specialist will also encourage the employee to complete a Quality Assurance Questionnaire (available in print or online) that asks the employee to rate our services.

2. An employee calls WorkLife4You because his mother-in-law just had a stroke (he lives in NY and she lives in FL) and she can no longer live independently.

The employee will initially speak with an adult care specialist who will thoroughly assess his— and his mother-in-law’s—situation. The specialist will ask questions pertaining to the mother-in-law’s health, financial, and care needs. The specialist will then educate the employee about his care options and issues, and address his questions and concerns. 

The specialist will immediately send the employee information, such as: caring for a loved one with a stroke, long distance caregiving, care options, financial/legal issues, and more. 

If the employee has Internet access, the specialist will send the materials immediately to a private area of the WorkLife4You web site—the Resource Center—where the employee can print and download the information instantly. If the employee prefers, he can opt to receive the information via fax or mail. The specialist will also send the employee a WorkLife4You Adult Care Kit containing free products and information, including a daily record keeper, pill organizer, and information on Medicare/Medicaid and more.  

Based on the mother-in-law’s functioning level and the family’s specifications, the specialist can provide the employee with referrals to a variety of resources including: 

· Home health care agencies; placement agencies; or employment agencies;

· Home-delivered meal programs; 

· Visitor services; 

· Transportation services;

· Telephone reassurance programs; 

· Emergency response systems;

· Residential care facilities (e.g., nursing homes, assisted living, retirement communities) 

· Adult day care programs; 

· In-home or out-of-home rehabilitative programs, such as physical, speech and occupational therapy; 

· Medicare, Medicaid and other forms of insurance

· And more. 

If necessary, the specialist can also refer geriatric care managers who will visit the mother-in-law in her home to help her safety proof her house, assess her needs, and oversee her care. 

The specialist will also refer the employee to local support groups and organizations (such as the National Stroke Association) that provide support and information to help stroke victims and their families. All referrals can be conveniently delivered to the employee’s private Resource Center for fast access—or sent via fax or mail. The specialist will also remind the employee of the thousands of articles available on our private web site. 

Finally, the specialist will refer the employee to any related benefits programs offered by his employer. For instance, if the employee indicates he is very stressed or depressed over the situation, the specialist will refer or connect him directly to his Employee Assistance Program for clinical counseling.

As with all of our cases, the specialist will follow up with the employee until his needs are completely satisfied.   

3. An employee calls WorkLife4You because his eldest son is a high school senior in the midst of the college application process. He is looking for information on colleges and also would like to locate financial aid resources that his son qualifies for.

When the employee calls WorkLife4You, he will be connected to an education specialist who will assess the employee and his child’s specific needs. The specialist will also inquire about the student’s GPA, extracurricular activities, course load and other achievements. 

The specialist will immediately send the employee information, such as: 
· College Admissions

· College Financial Aid 

· 2003-2004 Student Guide: Financial Aid

· Helpful Resources for College Bound Students 

If the employee has Internet access, the specialist will send the materials immediately to a private area of the WorkLife4You web site—the Resource Center—where the employee can print and download the information instantly. If the employee prefers, he can opt to receive the information via fax or mail.

Based on the specific information given by the employee—and the student’s preferences (school type, location, cost, number of students and available activities)—the specialist will then locate  at least four to five colleges in the eligible child’s desired location. The specialist will also offer to provide referrals to test preparation classes, local and national scholarships and financial aid and government loan programs. 

Additionally, the specialist will inform the employee about a WorkLife4You partnership with Sallie Mae and explain that he may access helpful tools on the Sallie Mae web site (which is accessed through the WorkLife4You web site). The specialist will describe the following tools:

· Online applications for federal and private loans

· Informational content including 529 plans and tax credits

· Interactive calculators

· Search for over 400,000 scholarships

· TestPrep Advisor, an interactive tool that helps students prepare for college entrance exams.

The specialist will then offer to warm-transfer the employee to a Sallie-Mae educational loan specialist for further assistance in obtaining private and federal loans. Specifically, Sallie Mae’s educational loan specialists can guide the employee through his options, including:

· College costs

· Financial Aid application process

· Financial Aid eligibility

· Financing options

· Federal Stafford Loans

· Federal PLUS Loans

· Signature Loans (Private)

· MBA Loans

· MED Loans

· LAW Loans

· Career Training Loans

· K-12 Family Education Loans

· Loan Consolidation

As with all of our cases, the specialist will follow up with the employee until his needs are completely satisfied. The specialist will also encourage the employee to complete a Quality Assurance Questionnaire (available in print or online) that asks the employee to rate our services.    

4. An employee calls WorkLife4You seeking tickets for a show at The Kennedy Center 

When the employee submits his request to WorkLife4You, a specialist will ask a series of brief questions including the desired show, the dates and times the caller desires, the number or tickets requested, as well as the general price range the caller is willing to pay for tickets. 

The specialist will then conduct the research on behalf of the employee and determine what tickets are available at the dates and times specified by the employee. The specialist will research all available options to ensure that he or she finds tickets that most closely match the employee’s specific request. 

By having the WorkLife4You specialist conduct all the laborious research, the employee saves a tremendous amount of time. In fact, without the assistance of WorkLife4You, he probably would have had to waste valuable work-time looking for tickets—especially if the concert was that evening. However, with the specialist doing all the work for him, the employee will be able to focus on his job, confident that he will find the right ticket at the right price. 

The specialist will then notify the employee of the available tickets, location of the seats, and the price options either by phone or via e-mail, depending on the caller’s preference. The employee, after evaluating the prices and reserved ticket seating, then has the option of calling the preferred vendor and purchasing the tickets, or he may request more options from the specialist. 

As with all cases, the specialist will follow up with the employee every step of the way to ensure that the employee’s needs are completely satisfied. The specialist will also encourage the employee to complete a Quality Assurance Questionnaire (available in print or online) that asks the employee to rate our services. 

5. An employee calls WorkLife4You because he is concerned about financial/legal issues involving the care of his mother. At the same time, he wants to start planning his own future.  

An employee calls WorkLife4You because he is concerned about the legal/financial situation of his elderly mother. She is a widow who owns a house but does not have any other assets and very little income. He is concerned about her care needs and whether Medicare/Medicaid will cover her medical care. He also wants to learn about advance directives and living wills. At the same time, the employee mentions he’d like to start thinking about his own future needs, such as retirement and estate planning for his own family. 

A WorkLife4You specialist reassures the employee that financial/legal concerns regarding elder care situations are not uncommon, and immediately offers to send him educational information. The specialist sends information on elder care issues, and Medicare/Medicaid (including specific information on what these programs cover). The specialist also offers to contact Medicare or Medicaid on the employee’s behalf to help him better understand his mother’s situation and what her particular plan covers.

To help the employee understand his own options for the future, the specialist will also send a guide on Retirement and Estate Planning.

If the employee has Internet access, the specialist will send the materials immediately to a private area of the WorkLife4You web site—the Resource Center—where the employee can print and download the information instantly. If the employee prefers, he can opt to receive the information via fax or mail. The specialist will also send the employee WorkLife4You Adult Care Kit containing free products and information, including a daily record keeper, pill organizer, and information on Medicare/Medicaid and more.  

The WorkLife4You specialist will also offer to refer the employee to elder care attorneys or financial professionals in his area who will provide further guidance. In fact, through WorkLife4You, the employee is eligible to receive a free 30 minute consultation with an attorney. Plus, if the employee decides to hire the attorney, he will receive an additional 25% off the attorney’s regular services. 

Additionally, the specialist will recommend that the employee explore the WorkLife4You web site for articles of interest related to his loved one’s situation, including proprietary and expert third party content on financial and legal issues for caregivers and older adults, and more. 

As with all cases, the specialist will follow up with the employee every step of the way to ensure that the employee’s needs are completely satisfied. The specialist will also encourage the employee to complete a Quality Assurance Questionnaire (available in print or online) that asks the employee to rate our services. 

6. An employee has made a New Year’s resolution to quit smoking, lose weight and get in shape. She turns to WorkLife4You for assistance.

An employee calls WorkLife4You because she is looking for fitness centers in his area—and she’d also like some tips on quitting smoking and eating a healthy diet. A WorkLife4You specialist assesses the specific needs of the caller (including medical, social, emotional needs, etc.) and then immediately sends information on smoking cessation, nutrition, losing weight and exercising. 

Examples of the type of information that the specialist will send include:

· Stress Management—This guide provides helpful tips to reduce stress and maintain a balanced healthy lifestyle

· Choosing a Medical Provider—This guide provides tips and helpful information when choosing a medical provider or specialist

· Finding a Weight Loss Program That Works for You—This guide provides and information on healthy eating and fitness 

· Helpful Resources for Smoking Cessation—This provides information on resources and organizations that can help employees quit smoking and seek healthy living

If the employee has Internet access, the specialist will send the materials immediately to a private area of the WorkLife4You web site—the Resource Center—where the employee can print and download the information instantly. If the employee prefers, she can opt to receive the information via fax or mail. 

Additionally, the specialist will recommend that the employee explore the WorkLife4You web site, where she can find helpful health and wellness information, including tips on losing weight, quitting smoking and eating a healthy diet.

The specialist will then use the WorkLife4You database of over four million providers to locate fitness programs, licensed dieticians, and smoking cessation resources that meet the specific needs of the caller (cost, availability, location, etc.). 

As with all cases, the specialist will follow up with the employee every step of the way to ensure that the employee’s needs are completely satisfied. The specialist will also encourage the employee to complete a Quality Assurance Questionnaire (available in print or online) that asks the employee to rate our services. 

