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Our success
Our success has largely been the result of passion and hard work, underpinned with a 
strong understanding of our market and the ability to innovate and keep ahead of our 
competitors – this might sound a bit obvious but we’re fortunate to employ some really 

good leaders who have stayed with us long term and all have the same vision, backed by 
an extremely dynamic, passionate and innovative owner, all of which has culminated in the 

development of a service model that stands out. 
 

PAM prides itself on being ‘the’ key pioneer in the market, and we recognise the need to 
continually develop our IT platform, in order to enhance service offering and give clients 

access to the very latest cutting-edge technologies. Evidence to our commitment to 
continuous development is that we directly employ a team of developers to constantly 
upgrade our offering. Our continued investment has enabled us to provide a joined-up 

service provision, with a system allowing for end-to-end case management of 
EAP/Counselling Services. 

Our innovation has allowed us to drastically reduce barriers and 
increase accessibility; through the introduction of multiple delivery 

methods, access routes to therapeutic services, and multiple channels 
to source information and advice through interactive material and 

links to expert agencies. 

Most importantly, the accessibility our IT platform brings makes it easier for the employees 
to get the help they need, when they need it. We believe we are ahead of the curve with 

our IT platform, and have in place already what other providers probably have on their wish 
lists. We are committed to (and have a track record of) introducing new IT 

developments to ensure that we continue to be at the forefront of innovation. 
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‘‘

Our client success
PAM provides EAP/Counselling services to many public sector clients including 
26 councils (the largest of which is Edinburgh Council with 18,000 staff), 25 NHS 
Trusts, several blue-light and central government clients (including the DWP 
and MOJ with 85,000 and 70,000 staff respectively) as well as the private sector – for 
example Marks & Spencer 80,000 lives.

Our client success examples:

DWP
Client since

2017. Services provided:

Key achievements 

aAbove 28% EAP utilisation (increase of +141% compared to the previous 
    provider).

a97% satisfaction with counselling service & 96% would recommend PAM’s    
    EAP support services.

aDelivery of over 1,000 wellness workshops every year.

aDelivered over 58,000 counselling sessions in 2019.

96% would 
recommend 
PAM’s EAP 

support
services.

• 24/7 advice line 
• Counselling 
• Online portal 
• Mobile app 
• Bespoke wellbeing portal (PAM Life) 
• Health kiosks (health genie)
• Wellness workshops.

‘‘
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‘‘

HMPPS
Client since

2017. Services provided:

Key achievements 

aDevelopment of bespoke wellness workshop programme for prison staff, 
    including mental wellbeing workshops & mental first aid training - delivering    
    over 500 workshops every year.

aAbove 20% EAP utilisation for 2019.

aDelivered over 10,000 counselling sessions in 2019.

aAverage 98% Good or Great feedback across PAM Listen EAP feedback 
    categories for 2019.

98% Good or 
Great feedback 

for our EAP 
categories

in 2019

• 24/7 advice line 
• Counselling 
• Online portal 
• Mobile app 
• Bespoke wellbeing portal (PAM Life) 
• Wellness workshops.

‘‘

Through our experience, we are aware of the challenges facing public sector 
and charitable organisations who have been subject to financial constraints and 
organisational change in recent years.

As such we have developed a sound knowledge and experience of helping 
clients face the employee health implications, and understand the important 
role that the counselling service plays in supporting organisations.
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‘‘

Buckinghamshire 
County Council

Client since
2013. 

Services provided:

Key achievements 

aTwo consecutive contract extensions and retention of the contract for a 
    second term in 2019 until 2023 – which includes 5 other local district 
    councils

Two 
consecutive 

contract
extensions

• Integrated OH
• Psychological Services
• EAP solution
• More than 300 psychological interventions 
  every year.

‘‘

Below are some further examples of the psychological services we provide to numerous 
clients in both the public and private sectors; including the likes of London Ambulance 
Service (6,000 staff), Buckinghamshire County Council (15,000 staff), 
Oxfordshire County Council (18,000 staff).

Examples of the psychological services we provide
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‘‘

Avon & Wiltshire Mental 
Health Partnership 

Client since
2014. 

Services provided:

Key achievements 

aSignificant improvement of mental health reported absence in the first year    
    of taking over the contract

aRetention of the contract for a second term in 2019 until 2022.

Significant 
improvment of 
mental health 

reported 
absence

• Integrated OH
• Psychological Services Solutions
• More than 1,000 psychological interventions 
  every year. (Includes PAM’s stepped Care Model)

‘‘
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What our clients say 
 
PAM Wellbeing commits to work with and for our clients; our business success is built on 
our reputation to deliver excellence and our clients can rely on our quality, commitment 
and value for money.  
 
Our clients choose us because of the expertise and dedication 
of our people. 
 
We have pleasure in sharing some testimonials below.

‘I have never been one to avail myself of talking 
therapies. I have always felt that it would make 
me seem weak, or unsuitable for the role I am in. 

I have recently been given the opportunity of 
Professional Supervision through PAM Assist. 
This is specifically about me as a manager, 
rather than me as a person although I know that 
the two overlap. 

I speak with my supervisor every 2 weeks and 
they help me to reflect on what has 
happened at work since the last session. The 
person that I have been working with is a 
perfect foil. He has a similar background and 
ethos and can relate to my working reality. 
(I don’t think it would have worked with some-
one with a completely different experience and 
value set). He doesn’t suggest or advise but 
uses a mixture of coaching and counselling to 
get me find my own truths. 
 
I find that I look forward to each 
session. 
 
The ability to be able to discuss what is on my 
mind, and to be suitably challenged, where 
appropriate, has been very valuable.  

Following each session, I find an almost 
physical release of tension. The beneficial 
aspects are not only in the session, but the 
reflection continues afterwards creating 
valuable learning’.

Testimonial from:
London South Bank University employee

‘‘

The ability to be 
able to discuss what 
is on my mind, and 

to be suitably 
challenged, where 
appropriate, has 

been very valuable. 

‘‘
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‘First, I was triaged to the type of 
support I needed, then a 
counselling appointment was 
arranged very quickly after. 

I was given the option of having my sessions 
via Teams, Zoom or just a good old telephone 
conversation. No face to face sessions are 
happening at the moment due to COVID. Days 
and times were very flexible to suit around me, 
including some out of normal office hours. 
 
My counsellor continually worked 
with me at my pace and I never felt 
judged. She felt I required weekly sessions 
and I agreed, although if I had wanted less 
frequent sessions, she would’ve been happy to 
adjust to that.  
 
Most sessions lasted almost an hour but some 
only 30 minutes. She recognised times when I 
was sounding extremely tired due to my 
condition and needed a shorter session to give 
way to more reflection time so I could assess 
what actions I could take. 
 
The content of the conversations were so 
sensitive that I also needed space to work 
through it on my own and my counsellor 
ensured I had the tools to do that. I cannot 
speak highly enough of the service once I was 
in ‘the system’ and how fast things happened’.

‘‘I cannot speak 
highly enough 
of the service. 

‘‘

Testimonial from:
London South Bank University employee
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When the government announced it was safe 
for people to come out of shielding, we had a 
total of 4,5000 people who had been off work 
for several months. People were 
naturally feeling anxious about 
returning to work. 
 
To help them overcome their concerns and 
recover any loss of physical or mental health, 
we invited PAM Group to carry out a return-to-
work programme, featuring clinical 
assessments based on the latest clinical 
evidence and guidelines. 

This enabled 50% of individuals to come out of 
shielding, after clinical reassurance that it was 
safe to do so, and 30% to return after some 
further intervention. Such as physiotherapy 
recommendations, to help them regain strength 
and reconditioning after lack of months of 
reduced activity, or counselling or 
cognitive behavioural therapy 
(CBT), to help them address 
anxiety and other mental health 
issues that had developed after 
months of being isolated at home.

Employees were grateful for the support, which 
provided clinical reassurance as to whether or 
not it was safe for them to come back and 
signposting to further rehabilitation services 
from PAM Group if needed. The business also 
benefited from getting over 80% of our 
workforce back to work but, more importantly,  
providing individuals with fast tracked 
rehabilitative services to improve physical and 
mental health wellbeing.

‘‘

The business also 
benefited from 

getting over 80% of 
our workforce back 

to work

‘‘

Testimonial from:
ASDA

‘The return-to-work programme carried out by PAM Group was 
essential to getting over 80% of our workforce back to work. 

 
It helped individuals to address physical and mental health issues 

that had developed while they were in shielding’.
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‘Our staff have benefited enormously from the 
trauma and critical incident support delivered by 
PAM. It has sign-posted them to relevant 
therapies, so they can recover and thrive at 
work.’’

The restrictions brought in to reduce the spread 
of the coronavirus throughout prisons have 
been challenging for both prisoners and staff. 
Prisoners living in even more restrictive 
regimes, with a ban on family visits for a time, 
and completely new ways of working have all 
contributed to new challenges for staff.

Critical incidents, such as assaults on Prison 
Officers and Operational Support Grade staff, 
require appropriate levels of support. With 
PAM Wellbeing, our trauma and critical incident 
partner providing staff support, we have had 
to change the way we work; with the majority 
of debriefs now carried our virtually, so people 
don’t miss out on the help and assistance this 
provides, by creating a safe place to look at 
impacts, reactions and symptoms.

Due to COVID-19, PAM has had to develop a 
virtual way of delivering important trauma 
therapies, such as Eye Movement 
Desensitisation and Reprocessing (EMDR). 
This has been essential to ensuring we can 
continue to provide our staff with a crucial 
therapy for supporting them to recover from 
exposure to a traumatic event, so they can 
continue to deliver their duties and stay in their 
post.

‘‘

Our staff have 
benefited enormously 

from the trauma 
and critical incident 
support delivered 

by PAM.

‘‘

Testimonial from:
HM PRISON AND PROBATION SERVICE

‘This has been essential to ensuring we can continue to provide 
our staff with a crucial therapy for supporting them to recover from 

exposure to a traumatic event’.



Case Studies and Testimonials

I had a series of counselling sessions with 
XXX over the summer and I found these to be 
immensely helpful. This is the first time I have 
used such a service and I would recommend it 
to others.  
 
Having someone external to speak to during 
what was a very challenging time was a great 
support and provided me with room for growth. 
It was a worthwhile and beneficial experience 
for me and I thank XXX for her warmth and
expertise.  

‘‘

Having someone 
external to speak to 
during what was a 

very challenging time 
was a great support

‘‘

Testimonial from:
CABINET OFFICE EMPLOYEE



Return on Investment
When considering introducing an EAP into the workplace, HR and management need to 
ensure a significant Return on Investment to justify implementing the program within their 
organisation. Showcasing the effectiveness of an EAP, and how much it can benefit 
employees, and improve their efficiency and effectiveness at work helps support 
employers in making a business case and in their financial decision making. 
 
One way in which we can show effectiveness is with GAD7 & PHQ9 scoring.

What are GAD7 & PHQ9 scores? 
Generalized Anxiety Disorder 7 (GAD-7) is a questionnaire for screening and severity 
measuring of generalized anxiety disorder (GAD). GAD-7 has seven items, which measure 
severity of various signs of GAD according to reported response categories with assigned 
points (see below). Assessment is indicated by the total score, which is made up by adding 
together the scores for the scale of all seven items.

PHQ-9 (DEP-9 in some sources) is a 9-question instrument given to patients in a primary 
care setting to screen for the presence and severity of depression

We can see from our digram below that in July our GAD7 scores show 49% of patients 
highly improved and 51% of patients improved. In July our PHQ9 scores show 31% of 
patients highly improved and 69% of patients improved. 
 
This shows at the end of the employees journey when discharged their anxiety and 
depression score had either improved or highly improved.

*Rolling monthly scores
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HIGH IMPROVE51%
IMPROVED

HIGH IMPROVE49%
HIGHLY IMPROVED

Start of patient journey 

HIGH IMPROVE69%
IMPROVED

HIGH IMPROVE31%
HIGHLY IMPROVED

Start of patient journey 

JULY GAD7 JULY PHQ9

Patients that improved

Patients that highly improved

Patients that improved

Patients that highly improved



Sources - www.eapa.org.uk/wp-content/uploads/2018/10/EAP-ROI-Research-Report.pdf and www.eapa.org.uk/wp-content/uploads/2020/10/20-0014-EAPA-UK-ROI-Report-2020-Web.pdf | www2.
deloitte.com/uk/en/pages/press-releases/articles/poor-mental-health-costs-uk-employers-up-to-pound-45-billion-a-year.html | www.hse.gov.uk/statistics/causdis/stress.pdf 
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