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Frequently Asked Questions 

 

What is EAP?  

EAP stands for Employee Assistance Program. There is no joining or electing you have to do, and it is at 
no cost to you! It is available 24 hours a day, 7 days a week, 365 days per year. The phone number is 
(844) 243-4440. 

 
Is this confidential? 

Yes. The program is 100% confidential always. At Acentra Health, we are committed to safeguarding 
confidentiality. Acentra Health and its affiliates, including EAP counselors, are legally bound by federal, 
state, and professional codes of conduct to maintain confidentiality.  
 

Who is eligible for EAP? 

This program is for full-time employees and part-time employees working at least 20 hours per week. This 
is available to anyone in the employee’s household, such as a spouse or dependents. The employee’s 
dependents are eligible up to age 26 (they do not have to live at home). Employees are also eligible for 
services for 30 days after departing from service for any reason (retirement, termination, layoff, etc.).  
 

What can I expect when calling the EAP?  

Calls are answered by Masters Level Counselors 24 hours a day, 7 days a week, 365 days per year. A 
small amount of information is gathered for coordination of services. A brief assessment is also 
conducted to determine areas of need. Finally, referrals and resources are provided.  
 

What kind of services are offered? 

• Up to 4 counseling sessions 

• Referrals and resources for: 

o Work-life services 

o Family case services 

• Free legal and financial consults 

• Workplace services 

• Informative website 

• TalkNow  

• Mobile App – Acentra Connect 

• Tess – Clinical chat bot  

• Chat with a counselor
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Can you provide me some information on the 4 free counseling sessions?  

It is per issue; each issue must be separate and distinct. Counseling is available virtually or in-person. 
The counseling sessions are provided by mental health professionals: social workers, psychologists, 
marriage and family counselors, and clinical professional counselors. The counseling can help with many 
things, such as: 

• Goal setting 

• Building resiliency 

• Managing stress 

• Improving coping skills 

• Enhancing relationships 

• Recommending tools or resources 

• Providing psychoeducation 

 
 

What can Work-Life and Family Care Services help me with? 

There are many things covered under this service. This list is not exhaustive, but here are some 
examples of what can be covered: 

• Family 
o Classes & support groups 
o Prenatal care, fertility, and adoption 
o Caring for a loved one with special needs 

• Adult Care 
o In-home, companion, and respite services  
o Legal and financial issues 

• Childcare  
o Group, family, in-home after school care; summer camps  

• Daily Living 
o Home improvement/maintenance 
o Pet services 
o Locating housing and apartments 

• Wellness 
o Locating doctors and specialists; information about health conditions and procedures 
o Nutrition & fitness 

• Education 
o Preschools; K-12 public and private schools; Post-high school education, financial aid, 

and scholarships 
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What does the free legal consultation look like?  

It is a free, 30 minute in-person or telephone legal consultation with an experienced attorney. This service 
is available per issue, per year; each issue must be separate and distinct. There is a 25% reduction in 
fees if you choose to retain the attorney. All areas of law are covered except employment law:  

• Civil & Consumer Issues 
o Collections & repossession; defaults; foreclosure 
o Contract disputes 
o Civil rights 

• Credit & Debit Services  
o Negotiate debt, correct credit reports, and assisting with collection activities  

• Personal & Family Law  
o Wills; estate planning 
o Divorce; Child custody; adoption; domestic violence; elder care  

• Business Legal Services 
o Insurance, copyright, patient, and contracts 

• Real Estate 
o Home purchases, property easement, and construction 

• IRS Matters 
o IRS specialists can negotiate with the IRS on behalf of participants  

 

What is a free financial consultation?  
This is a 30-minute telephone financial consultation with an experience Money Coach. It is per issue, per 

year; each issue must be separate and distinct. All types of money matters are covered. Here are some 

examples: budgeting, taxes, education, debt management, estate planning, and retirement planning. 

Additional resources can be provided, such as referrals, tools, and handouts.  

 

What are Workplace Services for Organizations?  

There are many services provided in this resource. There are unlimited management consults for 
managers, providing guidance on a wide range of issues relating to declining work performance, 
absenteeism, workplace conflicts, mental health, and much more. Critical incident support is provided per 
a traumatic episodic event. There are debriefings after a critical incidence. These services are provided 
virtually or in-person. Live trainings are also available on a wide variety of topics by Subject Matter 
Experts (SMEs). Live trainings are conducted virtually or in-person.  
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What is available on the Website? What is the link? 

There are many resources available on the website that are to help you be informed about many topics. 
There are articles, healthy living resources, personal development plans, online trainings, monthly 
webinars, legal & financial resources, home improvement information, and online calculators. The website 
is updated regularly to help provide up-to-date information for you to use. The link is: 
https://www.usg.mylifeexpert.com   The code is USGCares to sign up for an account. If you have trouble, 
please reach out to the EAP at (844) 243-4440. 

 

What is TalkNow?  

This is on demand clinical support available to you. When you’re in a crisis, you can’t wait. TalkNow 
provides immediate mental health help and connects you to a licensed mental health professional 
immediately – no appointments required. This service is completely confidential. The counselors are 
trained in many areas of expertise, such as anxiety, depression, and other mental health conditions, 
family difficulties, grief/loss, interpersonal conflicts, life changes, work conflicts, and much more. This 
service is always free to use, unlimited, and is available 24 hours a day, 7 days a week, 365 days per 
year.  
 

What is the Acentra Health Mobile App, Acentra Connect?  

The Acentra Health Mobile App, Acentra Connect, is on-demand resources to support your wellbeing. 
You can access useful tips, relevant articles, podcasts, assessments, tools (such as a mood tracker), and 
motivational exercises. You can engage with our chatbot, Tess, for unlimited emotional support. You can 
access TalkNow through the app as well. Our app is secure, confidential, and available 24 hours a day, 7 
days a week, 365 days per year. 
 

What is Tess, the chatbot?  

Tess is a supportive, text-based AI chatbot that’s available 24/7/365 for unlimited conversations to help 
you manage your stress, increase self-awareness, build resilience, and discover helpful resources. Tess 
delivers coping strategies and resources based on what you say. This is expert approved, psychologist-
trained and is confidential. No one but you will ever have access to the conversation.  

Can I chat with a counselor? 

Yes! Participants have the ability to chat in real-time with a masters-level counselor on the website. You 
will be able to receive support as well as connect to the EAP services. Our masters-level clinicians will be 
available 24 hours a day, 7 days a week, 365 days per year.  

Can I text for an appointment and support? 

Yes! This is offered to streamline the appointment setting process. The text technology is supported 
24/7/365 by a masters-level counselor.  

http://acentra.com/
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