
Gratitude:  
A Predictor of  
Marital Stability  
and Satisfaction  

 

A 
 key ingredient of improv-

ing couples’ marriages might just be gratitude, according 

to new University of Georgia research. “We found that 

feeling appreciated and believing that your spouse values you 

directly influences how you feel about your marriage, how com-

mitted you are to it, and your belief that it will last,” said study 

researchers. The study asked 468 married individuals ques-

tions about their financial well-being, communication, and ex-

pressions of spousal gratitude. The results indicated that 

spousal expression of gratitude was the most consistent signifi-

cant predictor of marital happiness. 

A 
sk any HR or top management representative, and 

you’ll discover one of their key frustrations is employees 

who do not read the organization’s employee handbook. 

Do so and you will 1) discover benefits and opportunities that 

may have been only briefly mentioned or that you forgot; 2) 

avoid embarrassment from asking questions clearly spelled out 

in rules, policies, etc.; 3) learn about the work culture so you 

can align with it; 4) learn about the chain of command so you 

use it properly; 5) understand management’s values so you 

speak in their language; 6) learn about organizational priorities 

so you hone political instincts; 7) feel more engaged knowing 

the full scope of the organization’s purpose; and 8) as a bonus, 

impress management because you actually read it! 

L 
ong-haul truck driving 

is one of the deadliest 

professions, with 250,000 

crashes each year. And 1 to 

2 percent of those crashes 

include fatalities. Reduce 

your risk for a crash if you are 

a truck driver by recognizing 

risk factors. A recent study identified the following: 1) frequent 

fatigue after work, 2) using cell phones while driving, and 3) 

having elevated blood pressure. Researchers studied 797 

truckers and discovered that two indicators—high blood pres-

sure and fatigue—were highly associated with crash risk. High 

blood pressure is exacerbated by stress, long hours, heavy 

lifting, lack of sleep, and lack of exercise. See anything you 

can fix?   
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If You Drive a Truck 

 

http://news.uga.edu (Search: “power of thank you”)  

City of Saskatoon Employee & Family Assistance Program 306-975-3327 

Wellness, Productivity, & You! 

E 
motional wellness is just as important as physical 

health; in fact, it’s difficult to achieve one without the oth-

er. But emotional wellness does not mean perpetual 

happiness. Emotional wellness is the ability to be aware of, 

express, and deal with emotions that we experience—anger, 

fear, disappointment, and many more. The goal of emotional 

wellness is to face these difficult and unpleasant experiences 

with a proactive attitude, rather than impulse-driven reactions 

that may create larger problems. To improve emotional well-

ness—like physical wellness—identify areas where you need 

improvement and target them to be worked on. 

http://healthcare.utah.edu (Search: “truck drivers fatigue”) 
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If 
 all those happy  

faces and exciting 

photos on Fa-

cebook are causing 

you to think “Is eve-

ryone but me having 

fun?” you might be a 

victim of a phenome-

non called “fear of miss-

ing out” or “FOMO.” FOMO is 

characterized as a strong sense of apprehension that others are 

having more fun and more exciting experiences than you. You’re 

missing out! FOMO is especially associated with millennial adults 

who are more vulnerable to high expectations made worse by their 

attachments to social and instant communication with peers. FOMO 

is peer-driven and can place you at risk for anxiety or cause you to 

feel extreme dissatisfaction with otherwise-worthwhile endeavors to 

which you have committed—a college, trade, job, business ven-

ture—anything that requires self-discipline and the postponement of 

gratification essential for success. Fear of missing out is nothing 

new, but a fast-paced and high-tech society accompanied by a 

modern culture where instant gratification is also marketed to those 

most vulnerable to this syndrome can make FOMO more acute.  

F 
ocusing on person-

al well-being can 

help you feel more 

engaged at work. Re-

searchers associated with 

the American College of 

Occupational and Environ-

mental Medicine (ACOEM) 

demonstrated improved 

job satisfaction and that 

workers became better 

engaged (fewer days ab-

sent and less coming to work sick and/or feeling misera-

ble) if they spent time after hours on improving wellness. 

Anything that helps you achieve a more positive sense of 

yourself can help, including learning something new, add-

ing goals to your life, taking stock of your accomplish-

ments and achievements, or making other personal 

changes to get out of a rut. If low energy is an issue, seek 

a professional screening for depression. It takes minutes. 

Eighty percent of people who experience depression are 

not being treated—and 1 out of 10 people is affected. 

Could that one person be you?  

T 
here’s nothing 

wrong with self-

criticism. After all, 

you can always im-

prove. But don’t con-

fuse self-criticism with 

self-punishment. En-

gage in self-criticism 

that elevates your skills and abilities with a forward-

looking approach. Start by reviewing the successful ele-

ments of your recent project. Next, divide your assess-

ment into meaningful parameters that you will critique. If 

your job was to prepare an annual report on widgets for 

your employer, consider quality, timeliness, use of re-

sources, format appearance, or even self-imposed stress, 

if you suffer from procrastination, etc. You can divide any 

project into similar parameters. Rate each one on a scale 

of 1 to 7 to judge degree of accomplishment. Identify are-

as for improvement, and review your critique just before 

your next assignment. Now, attempt to beat your score 

as you begin working on the new project.  

If 
 your family holiday get-

togethers are often stressful 

with personality clashes, try 

these ideas to help you enjoy the 

season more and look forward to 

getting together next year. 1) Begin 

with the right mind-set—decide that 

you will detach from slights and 

snubs, and refuse to allow your “buttons to be pushed.” Mentally 

rehearse new responses to predictable interactions. Commit to a 

different response so you will remain cool. If Aunt Flo criticizes your 

choice of a serving spoon for the cranberry sauce, instead of react-

ing with the usual anger reflex, thank her for the tip. 2) Let go of left-

over resentments from last year’s dustup by beginning with a clean 

slate. 3) Visitors in your home can be tiresome no matter how much 

you love them. Consider taking a break (“me time”). Plan these reg-

ularly. 4) If you have a vision of a perfect holiday, use this vision as 

a guideline, not a litmus test for a successful get-together. Decide it 

is okay to settle for having a positive and memorable time together, 

but avoid measuring your success by degrees of perfection. 5) Con-

sider taking 2015 election politics off the table. 
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Criticize Yourself  
(Constructively)  

Don’t Feel Fooled by FOMO  

 Holiday Stress-Relief 
Tips Worth Trying  

Source: www.jwtintelligence.com/search/FOMO  

Be Healthier and  
Love Your Job More 

www.acoem.org/CDHP.aspx 



Dealing with Angry  
 and Difficult 

If  dealing with irate customers makes you want to drive home, jump back into 

bed, and hide under the covers ... take heart. Once you know the tricks of the 

trade, angry customers become less upsetting and more acceptable as part of the 

customer service landscape. Here’s how to diffuse overheated situations and win 

them over. 

Listen First, Speak Later 

■ The initial burst of anger from your cus-

tomer will almost always be the most in-

tense. And because it’s so stressful for the 

person on the receiving end, flustered em-

ployees often try to end the confrontation 

quickly in order to ease their own discom-

fort. 

 

This mistake usually leads to escalation. 

Resist the urge to interrupt, argue, or engage 

in problem solving. Instead, relax, slow 

down your breathing, and listen intently 

while nodding and making eye contact with 

your customer. 

Apologize and Empathize 

■ Your customer will eventually run out of 

steam and pause to collect his or her 

thoughts. When this happens, take the op-

portunity to apologize.   

 

An effective apology goes to the heart of 

what has upset your customer. For example, 

a customer who is displeased about an un-

disclosed $10 service charge is more likely 

to be angry about feeling deceived than 

about the fee itself. Address that anger spe-

cifically and empathize with it. 

 

Example: “I’m sorry. That charge should 

have been pointed out to you at the time of 

your purchase. No one likes to be surprised 

by hidden fees.” 

 

Resist “blame shifting” or passing the buck. 

In your customer’s eyes, you are the compa-

ny, so don’t take anything that’s said to you 

personally. This is the secret to coping well 

with any customer service complaint. 

Clarify  

■ Immediately after apologizing, repeat the 

customer’s complaint to him or her. Clari-

fying the complaint assures the customer 

that you’re concerned about the problem 

and helps you avoid further misunderstand-

ings that may reignite his or her anger 

again. 

Maintain A Calm, Positive Tone 

■ You have tremendous influence over your 

customer’s emotional state. (Although it 

doesn’t feel that way!) Lowering your voice 

and speaking slowly and calmly in a pleas-

ant manner relaxes and disarms an angry 

customer.  

Take Immediate Action 

■ The longer they wait, the more they seethe. 

Make the unhappy customer your top priori-

ty. You want him or her to see you as an ad-

vocate, not an opponent. Start by asking what 

resolution is desired, and begin working to-

ward a solution.  

 

If you can’t find an immediate answer or 

solution, take the lead in phoning the custom-

er back. Jot down contact information and 

outline the corrective steps you will be tak-

ing. Include the names of everyone who will 

be involved in the solution.  

 

Example: “I’m going to send this purchase 

order to Sarah, our inventory manager. 

She’ll order the correct part for you. It 

should be here on Tuesday. She’ll call you at 

the number you provided. If you have any 

problems, please contact me immediately and 

I’ll help you resolve it. Here is my card.” 

One of the biggest drivers of customer 

anger is feeling like they’re getting the 

runaround. Taking the steps above assures 

your customer of the following facts: 
 

 He or she is valued. 

 You have a plan. 

 He or she won’t be abandoned. 

 You will be accountable and available 

for follow-up. 

Follow Up “Tough Cases” 

■ An angry customer is not necessarily a 

former customer. So, don’t write them off! 

 

A follow-up phone call or message a few 

days following the resolution of a com-

plaint sends the message that you care 

about your customer’s satisfaction and well

-being. Most customers just want to feel 

valued. This technique builds super strong 

loyalty. 

 

You can’t please everyone, but you can 

improve and enhance your company’s im-

age and responsiveness in every dispute. 

The more you practice these techniques, the 

more success you’ll have calming custom-

ers, winning them over, and reducing 

stress. 

What the EFAP Can Do 

No one is superhuman. An unusually 

stressful incident involving an angry cus-

tomer can leave you rattled. If a violent or 

near-violent incident took place, you cer-

tainly may benefit from support, even if it 

is just talking about it. If a stressful inci-

dent leaves you lacking energy or a posi-

tive attitude, contact your employee assis-

tance program for practical tips and target-

ed help. 
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**EFAP Office is moving Dec 2, 2015** 

#310 820 51st Street (Northstar Business Centre) 
 

 

Upcoming Meetings 
 

  The next EFAP Peer Advisor meeting - December 9, 2015.  

 Everyone to meet at 12:45 pm. at Saskatoon Transit for the 

 Agency tours—Family Counselling Centre and PPC — as well 

 as the new EFAP Office. 

  The next EFAP Admin Committee meeting  - December 16, 

 2015 at 1:30 pm. at the new EFAP Office.  

 The next EFAP Board of Directors meeting -  December 17, 

2015 at 2:00 p.m. at the new EFAP Office.  
 

 

EFAP Board of Directors Meetings for Remainder of 2015: 

December 17, 2015 

 

Peer Advisor Meetings for  Remainder of 2015: 

 November 11 (no mtg)     

 December 9  

To access counselling services, please call the counselling agency 

directly to book your appointment. The contracted agencies are: 

 

Broadway Counselling & Therapy— 306-653-3232  

Crossroads Therapeutic Solutions— 306-665-6661 

Family Counselling Centre— 306-652-3121 

Penney Murphy & Associates— 306-242-1010 

Professional Counselling and Associates— 306-934-5898 

Professional Psychologists and Counsellors—306-664-0000 
 

If you have any questions or would like Maria to recommend a counsellor 

please call  the EFAP office at 306-975-3327 

 


