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OVERVIEW & PURPOSE
Welcome to the Quest Support Services Mindful Manual. This manual has been developed by
an internal committee that was responsible for the 2023-2026 Strategic Plan Goal: A
Workplace that prioritizes psychological well-being. Members of the committee were:
Melissa Clarke — Director, Kendal Tremblay — Director, Kimberly Komaleddine — Associate
Director, Brayden Sharp-Chrunik — Associate Director, Carter Ross — Supervisor, Amy Duffety
— Supervisor, Ryan Fukuda - Supervisor, Jessie Braun — Disability Service Worker Il (Team
Leader)

After the impacts if the 2020 COVID-19 pandemic, employers are seeing an increased need
for team member intervention and support due to mental health awareness, injury and
illnesses. As we work to break down stigma surrounding mental health inside and outside of
the workplace, we want to ensure that the agency has a clear stance and guide for
leadership and team members to manage these situations, while still ensuring we are
providing the best supports for the population we serve.

In this manual you find the following information:

« How leadership can use this manual to best support team members

« The obligations for Quest Support Services Inc. and team members for managing mental
health in the workplace

» Quest Support Services Inc. commitment to creating safe spaces and reducing stigma in
our workplace

+ Self-care: What is it? How can it help?

« Information on stressors; operational vs. Personal

* Agency approved resources to provide support and guidance to team members

» Frequently Asked Questions

Our hope is that this resource will provide information to leadership and team members that
will assist in difficult situations pertaining to mental health. Our goal is to have safe spaces
for these conversations and provide early intervention and resources to assist team
members in times of personal or professional stress. We know that a strong, supported and
resilient workforce is a key aspect of our agency success. For the purposes of this manual,
we will use the following definitions:

Team member = employees working at Quest

Leadership or leaders = the team members direct report



HOW TO GUIDE FOR LEADERSHIP

Introduction:

Mental Health is a crucial aspect of our overall well-being, and it is important for leadership
to have the resources and tools to support their team member's mental health needs while
remaining within their scope of work. This guide will provide instructions and guidance on
how to implement the "Mindful Manual” in the leadership of your teams.

Section Descriptions:
This manual is broken up into sections. Each section has a specific purpose and can be
used to educate and guide leaders in managing their teams. The sections are as follows:

Table of Contents:
The table of contents will be used as an overview for the manual and assist you in finding
the information you need.

Obligations:

It is important for all leaders that oversee team members to be aware of the obligations
with Alberta Human Rights and provide reasonable support to team members that are
struggling with their mental health. The “Obligations” section will provide information about
the Alberta Human Rights Act and the rights and responsibilities of both the employer
(leadership), and the employee (team members).

This section also provides information about workplace accommodation and how to
manage situations where accommodation may be required due to a mental health
concern.

Stigma:

This section provides information on stigma trends regarding mental health. It is important
that leaders are aware that stigma is a barrier to team members disclosing or seeking
support when struggling with their mental health and how we can assist in breaking this
barrier.

Self-care:

Self-care is one of the most utilized strategies when combating mental health
issues/concerns. It is important that leaders are aware of what self-care is, how they can
use it for themselves, and how it can be used as a tool for team members on their
caseloads.

Stressor:

When working with team members that are disclosing a mental health issue/concern, it is
crucial that leaders can identify what approach to take. The first step in this is identifying
what the stressors are, when the leader can support tne team memiber independently, and
when it is mandatory that they include the Employee Resources Center or Human Resources
for support.



Agency Approved Resources:

As leaders we need to practice within our scope. It is important to remember that our role is to
manage our teams, and support them, but we are not medical professionals (therapists,
counsellors, doctors, etc.) and therefore we need to be aware of the agency's stance on how
and when to support team members, and when to refer them to approved resources. This
section contains a list of approved resources we can refer team members to when the
support they need is out of our scope of practice. Leaders may use their discretion and pull
approved resources and activities to present at team meetings. These could be valuable for
teams that are struggling with:

e Burn out

e Critical incidents %
e Stressful circumstances (hospitalizations, *

change in staff structure, changes in programming, team %
dynamics, etc.) X X

Appendices:

The appendices serves as a section for agency
approved resources that will help leaders guide their
team members on their mindfulness journey. These
materials will complement the main content of the
manual. This section will include guided exercises and
reflection prompts. Additionally, you will find a list of
online resources, pdf links, and approved community
programs. Leaders may use their discretion and pull
approved appendices to present at team meetings.

WHAT TO DO WHEN A TEAM MEMBER DISCLOSES A MENTAL
HEALTH CONCERN TO YOU?

As a leader, you must identify what type of stressors are impacting the team members and
the severity of the situation. We need to identify how urgent the matter is, and whether this is
a situation you can manage as their leader, or if other management needs to be involved.
As all situations are different, consult with your direct report (Supervisor or Associate
Director) when you are unsure of what approach to take. They will be able to guide you in
your follow-up and determine if other departments need to be included.

Please note: it is important to handle all sensitive information with a high standard of
empathy and confidentiality.




STEP 1: DETERMINE IF THE SITUATION REQUIRES IMMEDIATE ACTION (THE
FOLLOWING EXAMPLES CAN GUIDE YOU IN THAT DECISION

Emergent situations - if the team member is not fit for duty:

* Under the influence of drugs or alcohol
e Emotionally dysregulated (onger, sadness, crying, etc.)
e Symptoms that could compromise the health and safety of the workplace

(violence, threats)

Procedure:
1.In emergent situations, advise the team member to take the day off and that someone

will connect with them prior to their next shift with the next steps.
2.Inform the Director of Human Resources, or designate, of the situation, and that you

sent the team member home from shift. Work together to manage the situation.
3.Connect with Employee Resource Centre to find a replacement team member.

4.Complete any necessary follow up
5.Document conversations on a Contact Note

Non-emergent situations - if the team member is still able to perform their duties

Procedure:
1.Ask the team member if they need anything from the employer (support,

accommodation, etc.)
2.Report to the Employee Resource Center or Human Resources as needed

3.Complete any necessary follow-up
4.Document conversations on a Contact Note
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STEP 2: DETERMINE THE TYPE OF STRESSOR

Knowing the type of stressor will assist you in how you approach the situation. As a leader
you may be able to assist the team member with operational (work-related) stressors,
but not as much with personal (non-work related).

Here are some examples of stressors that could be reported, and how we have
categorized them.

Operational Stressor (work-related)
« Workplace Conflict (threatens psychological safety, and immediate safety)
e Harassment, workplace violence, bullying, etc.
* Abuse Allegation
e Overwhelming workplace stress due to job duties (currently impact their mental
health)
e Traumatic event at work [ vicarious trauma
e Unanticipated power struggles with individuals
e Anticipated power struggles with individuals
o Workplace stress due to job duties
¢ Workplace Conflict (no immediate threat to safety)
* Misunderstandings, conflict, cultural differences, etc.

Note: The agency has an obligation to reasonably mitigate work-related stressors to
improve the psychological well-being of the team member.

Personal Stressor (non-work related)
* Domestic Violence that can affect the workplace
¢ Traumatic incident/event that may impact or trigger them in the workplace
¢ Medical concerns (Physical / Mental) where the team member cannot perform all or
some of their job duties
e Behavioral concerns of the team member - TWMFR (mental health continuum)
e Personal struggles that are impacting the team member's performance
* Anything that would compromise workplace safety
* Medical concerns that will not immediately impact their jobs
e Personal struggles or grief
e Traumatic event, or situation

Note: If you're feeling overwhelmed by stress and it's affecting your well-being, it's
important to reach out to a healthcare professional. Stress can take a toll on both your
mental and physical health, and a doctor can help guide you toward effective coping
strategies, whether through lifestyle changes, therapy, or medication. Remember, you're
not alone in this — connecting with a doctor is a proactive step toward managing stress
and improving your overall quality of life. Don't hesitate to seek help when you need it.

the tension, and begin again."
— Unknown

o % "Let go of the stress. Take a deep breath, release



STEP 3: DETERMINE WHO NEEDS TO BE INVOLVED

Consult your direct report (Supervisor or Associate Director) on managing these situations.
There are some situations when different departments must be involved either for o
consultation on best practices and approaches, or to collaborate with you to address the
concern and manage the situation. These departments typically include the Employee
Resource Center and Human Resources.
Examples of Employee Resource Center (ERC) involvement:
e Impacts on the team members ability to work their scheduled shifts
e The team member is requesting accommodation
Examples of Human Resources involvement (follow Workplace Complaint Guide):
¢ Team member conflicts
e Harassment, violence, bullying, etc.
e Discrimination or any concerns regarding Alberta Human Rights
e You do not believe there is a threat to anyone’s health and safety
When supporting a team member, ensure you are only providing information within your
scope of practice. As a leader you must never make absolute statements or promises to
team members during initial conversations. An example would be:
e Telling a team member "That would be no problem to accommodate” when you have
not consulted with the Employee Resource Center
e Stating that “WCB/ Alberta Blue Cross will approve your claim for mental health leave.”
These decisions are out of the control of the agency, and we would never make
promises in this area.
If you are collaborating with other departments in the follow-up with this team member
ensure that you are informing them of who you are involving and why, and that you are
coordinating your checks ins with the other department.
If the team member has modified duties, ensure you are following the recommendations
outlined in the accommodation provided to you from the Employee Resource Centre.

Sometimes leaders can support their team members without involving other departments.
Here are some examples:
e The team member is not disclosing a disability or asking for accommodation
e The team member is making the leader aware of some struggles that are happening
but does not seem to be in distress and the leader does not see an impact on the team
member’s performance

STEP 4: FOLLOW-UP & EMPLOYEE SUPPORT

Leadership should foster a supportive environment: Be an active listener. Validate their
concerns and thank them for being comfortable enough to share their struggles with you,
show empathy and offer support without trying to minimize or fix their problems.

Refer to your training from the course: The Working Mind First Responder - Leadership, and
Mental Health First Aid for managing these vulnerable conversations.

If there is a workplace stressor contributing to the team members’ mental health struggles,
make any reasonable changes, or arrange for additional support in that area.

If there is any follow-up that would follow our staff discipline process, ensure this is also
completed.



STEP 5: OFFER APPROVED RESOURCES

If the team member is requesting resources, ensure that you are only sharing agency
approved resources found in this Manual and refrain from suggesting things outside of that
to ensure that we are managing within our scope of practice to prevent liability or a conflict
with agency direction. If you believe a team member could benefit from professional help,
gently encourage them to seek support from a mental health professional.

STEP 6: CHECK-IN

If the team member revealed struggles to you, check in on them, ask how they are feeling,
offer to help within scope of practice and be there to listen if they need to talk. Respect their
boundaries. Let them lead the conversation and only offer support and resources if they are
comfortable with it. When discussing mental health be mindful of the language you are using
to prevent any stigmatizing terms. You can refer to the following resource from The Working
Mind First Responder as a reminder to appropriate language: Language matters, found in the
Appendices. Please note it is important that you are setting boundaries for check ins, and not
making yourself available for unreasonable amounts of time. This team member should not
be using you as their primary support — you are still their employer. Not their friend or
counsellor.

STEP 7: FOLLOW-UP

Continue to follow-up with the team members after a reasonable amount of time to see how
they are doing and have additional supportive conversations as needed. Ensure to remind
the team members of resources available, and they are responsible for using them and
working on their mental health. It is not the agency’s responsibility to “fix” what is going on in
the person’s life.

STEP 8: DOCUMENT

Ensure that all conversations are documented. If you have provided a resource or given a
suggestion to the team member, please document and keep on record for the team
members' file. If the team member continues to struggle with their mental health, this
documentation will assist in guiding how to approach the situation moving forward.

REMINDER

Mental health concerns may be disclosed along with other issues such as abuse allegations,
disciplinary practices, injuries, or complaints. It is important to remember that even though a
mental health disclosure is a consideration in determining appropriate follow-up with the
team member, we still have due diligence in upholding policy and procedure and ensuring
that person is held accountable for their actions in the workplace. Team members who
disclose mental health concerns are not immune to appropriate follow-up regarding
performance concerns.



OBLIGATIONS

There are times when mental health or the team member’s well-being may impact their
ability perform certain tasks associated with their employment. Both employers and team
members have rights and responsibilities under the Alberta Human Rights Act when
managing a mental health concern in the workplace.

Mental health impacts everyone differently. As an employer, Quest Support Services Inc.
commits to providing resources, promoting safe environments, and following up to support
team members through challenges they may face. It is even more crucial that the team
members take an active role in investing in their own mental health, utilizing available
resources, and communicating with their employer should they require additional support in
the workplace.

Although Quest Support Services Inc is committed to supporting its team members, it is
important to remember our role and scope of knowledge. We are not counsellors, doctors or
any other type of medical professionals and strongly encourage team members to use
external resources for professional supports when needed.

RIGHTS AND RESPONSIBILITIES

Employers have THE RIGHT to:

e manage their businesses in the way they see fit so long as they comply with human rights
law. This includes the right to protect the health and safety of others and to have bona
fide occupational requirements (BFOR) for their team members. A BFOR is defined as:
standard or rule that is hecessary for carrying out the requirements of a particular
position within a workplace.

Employers ARE RESPONSIBLE for:

e creating an inclusive workplace that respects the dignity of every individual

e prohibiting discrimination in the workplace, promptly investigating allegations of
discrimination, and acting in response to confirmed allegations of discrimination
(including taking disciplinary action)

e developing non-discriminatory policies and procedures

e removing barriers based on protected grounds

o fulfilling their duty to accommodate. This includes considering team members requests
for accommodation and taking reasonable steps to accommodate individual needs to
the point of undue hardship.

» protecting the privacy of individuals involved in a human rights issue

TAKE A MOMENT TO REFLECT. DO YOU FEEL COMFORTABLE
HAVING OPEN DIALOGUE SURROUNDING A MENTAL HEALTH

CONCERN WITH YOUR OVERSIGHT? IF NOT, WHAT WOULD HELP?




Employees (Team Members) have THE RIGHT to:

work in a respectful, inclusive environment free of discrimination
be accommodated for their needs based on protected grounds to the point of undue
hardship

Employees ARE RESPONSIBLE for:

carrying out the duties of their position

complying with workplace rules, regulations, policies, and legislation

treating clients, coworkers, and the public with respect and dignity

informing their leader of discriminatory behaviour, they experience or witness

not participating in discriminatory behaviour

informing their employer of their need for accommodation based on protected grounds
cooperating with and participating in their employer’s efforts to accommodate their
needs

Disability Accommodation

Disability covers a broad range of conditions, both physical and mental.

Employers have aduty to accommodate team members with disabilities to the point

of undue hardship. Undue hardship occurs if an accommodation would create
significantly onerous conditions for an employer service provider or landlord.

Team members requesting accommodation for a disability must inform their employer of
their need for accommodation. This often means providing medical information.
Employers must make reasonable efforts to accommodate team members with
disabilities to the point of undue hardship.

A team member cannot refuse a reasonable solution just because they prefer a different
kind of accommodation.

Team members and employers must cooperate in the accommodation process.
Employers have aduty to inquire when they are aware or should reasonably be aware
that their team members have a disability impacting their work.

Mental Disability

Physical and mental disability are protected grounds. Here are some examples of mental
disabilities that may be accommodated in the workplace (this list is not all-inclusive).

A mental disability is any mental, developmental, or learning disorder. The cause or duration

of the disorder does not matter. Some examples of mental disabilities include: «

dyslexia

depression /V
anxiety disorders

post-traumatic stress disorder (PTSD)

autism spectrum disorder (ASD)

attention deficit hyperactivity disorder (ADHD)
obsessive compulsive disorder

schizophrenia

Drug dependence, alcoholism, and other addictions may be a physical or mental
disability.




Medical Information

Team members who request accommodation must inform the employer of their need for
accommodation. The team member must provide enough information or documentation for
their employer to understand what type of accommodation they need. For mental disabilities,
team members typically must provide documentation from a medical professional(s).
However, they do not need to disclose their specific diagnosis to their employer. A medical
ability to work form or other documentation listing details about the job duties that may be
impacted are essential for accommodations, but a diagnosis is not.

Accommodating Disability
Employers have a duty to accommodate a team members disability to the point of undue
hardship. This may mean:
e rearranging workloads/job duties either temporarily or permanently
e improving a building to accommodate team members with disabilities. For example,
building a ramp to a building entrance to make it wheelchair accessible.
¢ Job-protected time away from work when a team member is medically unable to attend

At times, a team members disability may impact their work performance. They may not
willingly provide necessary information or be aware of how their disability is affecting their
work. For example, a team member with a mental condition may not be aware of the onset
and/or a relapse of the illness, or a team member with an addiction may not acknowledge
or understand their addiction and deny their illness.

Employers have a further duty to inquire when they are aware or should reasonably be aware
that a disability is impacting a team members work. Employers can fulfil this duty to inquire
by:
e talking with the team members about their ability to work and what has been observed
¢ |ooking into any disclosures or comments the team members makes about their disability
e asking for more information when the team members make a request for
accommodation

For example, if a team member shows up to work visibly drunk and smelling of alcohol and
the employer knows the team member is also drinking at work. The employer must inquire
into the team members suspected alcohol addiction and take steps to learn more or
accommodate them. Please note that any actions the team member takes that breach
policy may still be followed up on with disciplinary action. Disclosing a mental or physical
disability does not excuse poor performance and may still result in disciplinary action.

The information on this section is taken from the Alberta Human Rights Act, 2024:
https:/ [ albertahumanrights.ab.ca/issues-at-work/rights-and-responsibilities /

“WHEN YOU'RE FEELING FRAZZLED, PUT ALL OF YOUR ATTENTION ON THE BREATH. IT'S
A PORTAL INTO THE PRESENT MOMENT, THE BEST REMEDY FOR STRESS.”

— ELLEN BARRETTI




Our Process

At Quest Support Services Inc, any intervention by the employer that includes medical
accommodation requests need to have the appropriate member of the Employee Resource
Centre (ERC) involved and working in collaboration with the team members leader.

Accommodation for mental health is a complicated process and requires collaboration
between the team member, their direct leader, an employee resource member, and the
team members medical professional(s). Reasonable time must be given for thoughtful
planning regarding mental health accommodation, and therefore it could take days or even
weeks to put a plan in place. This may require the team member to attend planning
meetings, respond to requests, and potentially miss work for a period, so that planning can
take place for a safe return for everyone involved.
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Reducing Stigma:

Quest Support Services Inc. is committed to creating safe spaces for team members to be
able to disclose and discuss personal mental health issues that may impact their ability to
perform their jobs. One major barrier to people feeling comfortable talking about and
responding to mental health is stigma. Stigma is still very prevalent when talking about
mental health, but not about physical health concerns.

Stigma surrounding mental health, as highlighted by the Mental Health Commission of
Canada, refers to the negative attitudes and beliefs that society holds toward individuals
experiencing mental health issues. This stigma can manifest in various forms, including
discrimination, prejudice, and social exclusion. Understanding stigma is crucial because it not
only affects people’s willingness to seek help but also contributes to a cycle of silence and
misunderstanding around mental health conditions. When stigma occurs, it can deter people
from accessing essential mental health supports and resources, ultimately hindering their
recovery and well-being.

Combating stigma is important for creating a more inclusive space where individuals feel
empowered to speak openly about their mental health struggles. By fostering an environment
of understanding and acceptance, we can encourage those affected by mental health
issues to seek the help they need without fear of judgment or isolation.

Quest Support Services Inc. has incorporated the Mental Health First Aid course for team
members to raise awareness about mental health. Additionally, by training team members in
this area, we can dismantle stereotypes and misconceptions, promoting empathy and
support within the workforce and the greater community.

Addressing stigma is a collective responsibility that involves everyone — the individuals we
support, to team members, and community members. By advocating for systemic changes
and promoting mental health understanding, we can create a culture that prioritizes mental
well-being and supports those in need.
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