
FIRM MANAGEMENT

How an Internal Coaching Program Can
Support Employee Well Being at CPA
Firms
Move past the employee assistance program and reduce internal pressures to
nurture mental health.

Mar. 02, 2023

By Sandy Torchia, Quartz (TNS)

How do leaders role model prioritizing emotional and mental wellbeing for our
teams? It’s a question I ask myself often in my role with talent and culture at KPMG
US.
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The past two years have had a profound effect on our collective mental health. The
number of U.S. adults who received treatment for mental health grew throughout the
pandemic. There’s an increased need for mental health services, a growing
awareness about the importance of caring for employee mental wellbeing, and,
ideally, an increased willingness to seek out support when needed.

Supporting wellbeing and providing internal
coaches
We have seen a similar trend at KPMG US. Throughout the pandemic, we leveraged
our continuous listening surveys to check in with our people and better understand
where they needed support. We expanded our bene�ts tied to our employee
assistance program (EAP), including increasing the number of free counseling
sessions and how they can receive these sessions (in-person, virtual, or text/web
chat) and enhancing our Work/Life Coaching Program. This internal coaching
program:

Helps our people develop strategies to manage their professional responsibilities
more effectively and identify opportunities to grow their careers in the short- and
long-term.
Provides them with up to �ve hours of con�dential one-on-one work/life
coaching.
The coach helps address various topics such as navigating through transitions and
the impacts these events could have on personal life and career; identifying
patterns in their personal and professional behaviors and potential limitations;
and communicating with clients, colleagues, and signi�cant others— amongst
many more.
Individuals can include their managers or signi�cant others in these
conversations if they would like to.

We hosted several events to increase awareness of these offerings and share personal
stories about our peoples’ mental health journeys, recognizing that EAPs are
typically underutilized due to a lack of awareness as well as stigma around using
these services.

Most recently, we piloted a wellbeing program for our partners to help them learn
the skills they need to role model wellbeing and create an unparalleled people
experience. The program includes a self-assessment for partners to determine their
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current state of wellbeing, identi�cation of areas they want to improve, and guidance
on how to connect and support others’ wellbeing.

Encourage and supplement EAP usage
Utilization of our EAP is more than double the vendor’s average—evidence that our
people are both familiar with the offering and feel safe seeking out these services
without any professional repercussions.

We have also seen that our people are using the EAP for issues beyond work—seeking
out counseling and training for relationship issues, grief/loss, and trauma, to name a
few—demonstrating that the program is �exible enough to meet the evolving needs
of our people.

In addition to EAP, we also offer other mindfulness resources, including:

The MyStrength program, offered through Resources for Living, is a web-based
and mobile app tool that can help strengthen the mind and body by improving
emotional health and helping overcome depression, anxiety, stress, substance
misuse, or chronic pain.
Mindfulness with PurposeBlue offers a variety of mindfulness and meditation
resources to help build and maintain a mindfulness practice. This includes
audio/video guided training and guides for dealing with chronic diagnosis and
pain, rebalancing and resetting energy in overwhelming or uncertain times,
calming the mind and body for resilience through deep and mindful breathing,
and more.

Evaluating future o�erings
While we are glad to see that our employees are comfortable leveraging the EAP for a
range of issues, we must continue to create an environment where we can
comfortably discuss and respond to these concerns and take preemptive steps to
address issues closely tied to mental wellbeing.

Our approach is multifaceted to fully support our employees and leaders.

This includes leaning into direct feedback from continuous listening surveys that ask
how our people are feeling and what’s important to them. Recently, based on
feedback we got from parents at the �rm, we not only launched the wellbeing
program for partners but also expanded access to our mental health resources by
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adding Brightline, which provides virtual mental health support for children ages 18
months to 18 years old, and offers resources and support for parents and caregivers.

Developing a culture where we openly discuss
mental health
Our business resource groups (BRGs), similar to ERGs, play a signi�cant role here,
hosting local events to tackle more speci�c topics around mental health that our
professionals are grappling with—such as balancing work and family life, dealing
with anxiety in children, and more. These local discussions, in combination with
our larger �rmwide events around World Mental Health Day, Mental Health
Awareness Month, and other important moments of recognition, keep the dialogue
going, driving understanding and decreasing feelings of isolation or stigma. Our
KPMG Network of Women (KNOW) BRG is hosting a four-part virtual series on self-
care for thriving at work. The latest session focuses on self-advocacy and
accountability, including tips on creating healthy boundaries and voicing your
needs. This session was attended by around 400 people, with 100% of those surveyed
saying that they would recommend it to a colleague.

Reducing pressures in the system
To summarize what our Chair and CEO Paul Knopp stated last year: we have to make
the complicated more simple. To date, this has translated into intentional steps to
reduce burnout and improve work-life balance, including:

A “Flex with Purpose” hybrid work model: For our business, we believe that a
blend of fully remote, hybrid, and on-site teams will deepen connections among
current and potential employees and leaders. We call it Flex with Purpose, and the
approach has infused energy and a stronger sense of intentionality into the times
when our people come together.
A place to gather: Since its opening, nearly 26,000 KPMG employees have visited
Lakehouse, our cultural home in Orlando. In 2022 alone, Lakehouse hosted 11
programs for our interns, seven for new managers, and 65 orientations for new
joiners. Lakehouse has become central to meaningful interaction in KPMG’s
hybrid world.
Promote service: Additionally, this year, KPMG US celebrated our �rm’s 125th
anniversary with a Community Impact Day in August that saw more than 22,000
professionals put in 60,158 volunteer hours in the communities where they live,
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work, and play. Ninety KPMG US of�ces engaged in this collaborative, collective
experience and, together, served more than 450 nonpro�ts.
Time off to disconnect: In addition to 16 paid holidays and a generous PTO
program, we announced an expanded paid leave program for caregivers and new
parents last year. Additionally, twice per year, we shut down the entire �rm, giving
our people nine or more consecutive days off in both summer and winter to fully
disconnect. Our summer weekend jumpstart program also enables our people to
take off work two hours earlier on Fridays between the Memorial Day and Labor
Day weekends.
A culture of connection and understanding: While no one should be expected to
share everything about themselves with their co-workers, opportunities to
recognize and engage interests, experiences, and priorities outside of work help to
forge stronger connections and a sense of inclusivity. We encourage people to self-
identify, provide paid time off for voting or volunteering, and institute a broader
recognition and understanding of religious holidays.

The issue is complex and multifaceted, and we are continually reviewing and
evolving our approach. Keeping the lines of communication open—with our leaders,
people, and stakeholders—is critical to that effort and to driving progress on this
issue more broadly.
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