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Introduction

1 Work and Family in the United States    2 The Harvard Gazette, Australian Institute of Criminology

Pre-2020, few employers meaningfully acknowledged that work and personal lives 
were inextricably linked. Instead, they sustained “the myth of separate worlds”,  
as labelled by Harvard Business School’s Professor Rosabeth Moss Kanter,1  
and did not see an employee’s wellbeing as their responsibility. 

For example, if an employee lost sleep at night 
or needed a medical consultation, that was 
their out-of-hours problem. If their partner 
was	ill	and	unable	to	fulfil	childcare	duties,	that	
was	their	private	issue	to	fix.	If	a	worker’s	safety	
outside of work hours was at risk, there was 
no reason for the workplace to intervene. If an 
employee had mental health concerns, it was 
assumed they would ring the helpline number on 
the	lunchroom	poster	after	they	clocked	off.

But, somewhere between the blur of Zoom 
calls, living room intrusions, hybrid work 
discussions, lockdown stress, and an increase 
in family and domestic violence (FDV)2, the 
COVID-19 pandemic exacerbated a cultural 
shift that was already in motion, and the 
world of work irrevocably changed. 
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https://www.russellsage.org/publications/work-and-family-united-states#:~:text=Now%20considered%20a%20classic%20in,linkages%20between%20these%20two%20roles.
https://news.harvard.edu/gazette/story/2022/06/shadow-pandemic-of-domestic-violence/
https://www.aic.gov.au/sites/default/files/2020-07/sb28_prevalence_of_domestic_violence_among_women_during_covid-19_pandemic.pdf


3 Journal of Occupational Health Psychology, PwC, Harvard Business Review    4 Harvard Business Review    
5 Sonder (October 2022 survey of 2,000 employees in Australia, conducted by McGregor Tan)    6 PwC and Atlassian

In 2023, employee wellbeing and retention strategies need to recognise that:

• Employees want more control.3 From shopping and entertainment to transport and beyond, 
people now expect to be able to choose what they want, when they want, and how they want it. 
This includes their employee wellbeing experience, which should enhance the autonomy and 
control they have become accustomed to in their day-to-day lives.

• Employees expect employers to step up.4 For many, their health and safety depends on it. If they 
cannot see a doctor in a medical emergency or access FDV leave when their situation at home has 
become untenable, their lives can be at risk. In a powerful message of priorities, 91 per cent  
of 2,000 employees surveyed in Australia thought it was important for their next employer to 
offer	mental	wellbeing	support,5 and more than one-third of 1,000 workers surveyed in Australia 
considered their employer their main source of mental health support.6

considered their employer 
their main source of 

mental health support

37%
OF WORKERS
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https://www.researchgate.net/publication/7228180_Relationships_Among_Organizational_Family_Support_Job_Autonomy_Perceived_Control_and_Employee_Well-Being
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https://atlassianblog.wpengine.com/wp-content/uploads/2021/07/atlassian-2021-return-on-action-report-australia.pdf


A shared responsibility means:

• Taking an active care approach. “Taking action in order to achieve something, rather than just hoping 
for it or achieving it in an indirect way”,11 by deliberately building a culture that enables and empowers 
employees to actively participate in positive health and safety behaviours and outcomes.

• Acting with a sense of urgency. Organisations are leaking millions of dollars each year in absenteeism, 
presenteeism,	workers’	compensation,	employee	turnover,	and	the	ripple	effect	of	lost	productivity	
from colleagues and family members12 - and the longer that people are unsafe or unwell, the worse their 
conditions can become.13

Productivity Commission 
Report reveals Australians 
delaying vital health care 
because of cost
By political reporter Stephanie Dalzell

Posted Thu 2 Feb 2023 at 3:50am

Now more than ever, employee wellbeing needs to be a shared responsibility because:

• Employers need employees to be safe and well.	“Workers’	wellbeing	is	a	key	factor	in	determining	an	
organisation’s	long-term	effectiveness,”	says	the	International	Labour	Organization.7 

• Many employees can’t do it alone. With Australians waiting longer for urgent healthcare appointments, 
being	turned	away	when	their	case	is	too	complex,	or	delaying	vital	health	care	because	of	cost,	it’s	clear	
that many employees need help to stay safe and well.8 

• Poor wellbeing is costly. Productivity losses from absenteeism can range between 1.4 to 2.8 times the value 
of	an	impacted	worker’s	wage9, and replacing a worker can cost up to 33 per cent of their wage.10 

7 International	Labour	Organization    8 The Age, News	Limited, Australasian College for Emergency Medicine, Royal Australian College of General Practitioners, Nine News, ABC News, The Australian     
9 ScienceDirect    10 Work Institute    11 Collins Dictionary    12 Direct Health Solutions, Australian Broadcasting Commission, The Centre for International Economics, Medibank, Safe Work Australia, Sonder    
13 World Health Organization

One in four mental health patients 'turned 
away' amid wave of complex cases.

By RHIANNON DOWN
12:01AM JANUARY 30, 2023
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https://www.ilo.org/safework/areasofwork/workplace-health-promotion-and-well-being/WCMS_118396/lang--en/index.htm
https://www.theage.com.au/national/victoria/royal-children-s-hospital-advises-patients-to-go-elsewhere-20221205-p5c3v7.html
https://www.news.com.au/lifestyle/health/health-problems/more-australians-waiting-longer-for-urgent-gp-appointments-abs-data-shows/news-story/dcda901be4cbc925e05b7848e43f94df
https://acem.org.au/getmedia/81b2f4f8-c0f2-46a0-86c1-64b7d1d311c2/States-of-Emergency-D30-MSTC
https://www.racgp.org.au/gp-news/media-releases/2022-media-releases-1/february-2022/racgp-psychologist-waiting-list-requires-urgent-me
https://www.9news.com.au/national/psychologists-australia-thousands-waiting-months-to-see-psychologists-amid-australias-mental-health-crisis/07388e69-cb7e-4b7e-8639-72fb90b7cab3
https://www.abc.net.au/news/2023-02-02/australians-delaying-health-care-because-of-cost/101916104
https://www.theaustralian.com.au/nation/one-in-four-mental-health-patients-turned-away-amid-wave-of-complex-cases/news-story/7add04a0e1a1504cf42145937a7bc26d
https://www.sciencedirect.com/science/article/pii/S1098301517302565
https://cdn2.hubspot.net/hubfs/478187/2017%20Retention%20Report%20Campaign/Work%20Institute%202017%20-Retention%20Report.pdf
https://www.collinsdictionary.com/dictionary/english/active
https://www.dhs.net.au/news/2019-absence-management-wellbeing-survey-report
https://www.abc.net.au/news/2016-04-12/presenteeism-costing-the-economy-billions/7318832
https://static1.squarespace.com/static/5df9aa078642f943ece6a0b3/t/5f5f192f1ba09b6baacffdfe/1600067893738/Economic-value-of-pathology_-Final-Report-April-2016.pdf
https://www.medibank.com.au/content/dam/client/documents/pdfs/sick_at_work.pdf
https://www.safeworkaustralia.gov.au/
https://sonder.io/the-ripple-effect/
https://www.euro.who.int/__data/assets/pdf_file/0005/98438/e81384.pdf


FROM AN 
EMPLOYER'S SIDE

it means proactively enabling 
and empowering people to 

get the care they need, when 
and how they need it, so 

they are more engaged and 
productive at work.

What is active care?

FROM AN 
EMPLOYEE'S SIDE

it means actively 
participating in, and 
feeling in control of, 

the wellbeing solutions 
that help them stay 

safe and well.

“ I think we are moving away from what I would describe as 
paternalistic wellbeing, where we've said, "This is what we've got, 
you need to do it", towards a model of empowering people to 
choose what's right for them, at the time that it's right for them. 

We can't do wellbeing to people. We've got to inspire 
them to want to learn or to want to change, or to want to 
understand more about their own personal wellbeing." 

Hannah Pearsall 
Head of Wellbeing, Hays UK
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To	solve	any	organisational	problem,	stakeholders	need	to	first	acknowledge	and	gain	
consensus	on	it.	Without	this,	it	will	be	difficult	to	obtain	buy-in	for	a	solution.

In the case of employee wellbeing, the problem is twofold:

• Many employees cannot easily access the care they need to stay safe and well; and

• This	is	affecting	organisational	performance.	

5 key elements of active care

Acknowledgement1

14 World Health Organization    15 Ten to Men    16 McKinsey & Company

Why can’t employees access the care they need?

Employees do not have equal access to care 

• A $50 gap payment at the local doctor might 
be a drop in the ocean to one employee, but 
to their colleague, it could be the barrier 
that prevents them from seeking care. 

• A	five-hour	wait	at	the	emergency	room	
may be inconvenient for one employee, but 
an impossibility for their ill colleague who 
cannot leave their children alone at night.

• A study in England and Wales found, “People 
further down the social ladder usually run 
at least twice the risk of serious illness and 
premature death than those at the top”.14

• A reported 80 per cent of men are unlikely 
to seek help from a phone helpline.15

• A psychologist appointment can be 
“especially scarce” in rural and remote 
communities, and unreliable internet 
can limit their access to virtual care.16

• An FDV victim experiencing coercive 
control might not have the money, 
transport,	or	‘permission’	to	seek	care.
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https://www.euro.who.int/__data/assets/pdf_file/0005/98438/e81384.pdf
https://tentomen.org.au/research-findings/insights-report/mental-health#:~:text=Almost%2025%25%20said%20they%20would,were%20not%20accessing%20professional%20support
https://www.mckinsey.com/industries/healthcare-systems-and-services/our-insights/is-virtual-care-delivering-on-its-promise-of-improving-access


Dr Jamie Phillips MB ChB, AFCHSM, DIMC RCS(Edin), MRCGP(UK), FACRRM(EM) 
Medical Director at Sonder

“ Access block for medical and mental health care is the most pressing issue of our time. More 
and more members are reaching out to us because they are feeling blocked from accessing 
care due to cost, or they cannot access quality care within a reasonable amount of time.

For	the	first	time	in	Medicare's	history,	the	average	out-of-pocket	cost	(gap	payment)	for	 
a standard GP consult exceeds the Medicare rebate that a patient receives. With the average  
out-of-pocket charge increasing by 50 per cent over the last decade, people are increasingly 
looking for alternative ways to access professional medical care.”

Most employer offerings exclude the most-
needed form of support: medical

• In our sample cohort of 10,000+ people who 
utilised employer-funded care, we found that 
medical support (39 per cent) was required 
more than either mental health (31 per cent) 
or safety	(30	per	cent)	support.17 #

Wellbeing can be complicated

• In this same cohort, 71.9 per cent of people  
had more than one presenting condition 
(including	18.3	per	cent	who	had	five	or	more	
presenting conditions).18 

• A	one-size-fits-all	referral	to	an	employer- 
funded psychologist is not enough. 

• Unless there is a centralised triage by a 
qualified	clinician,	conditions	can	be	overlooked	
(or treated	in	the	wrong	order)	and	employees 
can be deterred from seeking help.

#	Excludes	cases	classified	as	“other”	

*Sonder usage data (Jul-Oct 2022)

Safety

30%

39%

Medical

Mental
health

31%

17 Sonder    18 Sonder    
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https://sonder.io/blog/medical-support-employee-wellbeing/
https://sonder.io/blog/organisational-change-employee-wellbeing/


19 IBISWorld    20 Sonder-PwC, Sonder    21 Direct Health Solutions, Australian Broadcasting Commission, The Centre for International Economics,       
Medibank, Safe Work Australia (2022, National Dataset for Compensation-Based Statistics, custom data request)

What about employee assistance programs (EAPs)? 

Traditional	employee	assistance	programs	(EAPs)	are	well-intentioned	but	suffer	a	
utilisation	rate	as	low	as	five	per	cent.19 Reasons for this include: they are not built into 
the	culture;	the	solutions	are	not	the	right	fit;	and	poor	past	experiences.20 

Why is this affecting business performance?

When employees are not well, their poor wellbeing typically presents in the workplace as absenteeism, 
presenteeism,	emotional	contagion,	workers’	compensation	claims,	and/or	resignation.	Each	of	these	
can prove costly (e.g. absenteeism costs the Australian economy $35+ billion annually in wages and lost 
productivity,	presenteeism	costs	$34 billion,	and	the	workers’	compensation	paid	for	work-related	mental	
health conditions was last reported at $904.9 million), and a risk to long-term organisational resilience.21
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https://www.ibisworld.com/au/industry/employee-assistance-program-services/5439/
https://sonder.io/workplace-mental-health-report/
https://sonder.io/5-myths-of-employee-wellbeing/
https://www.dhs.net.au/news/2019-absence-management-wellbeing-survey-report
https://www.abc.net.au/news/2016-04-12/presenteeism-costing-the-economy-billions/7318832
https://static1.squarespace.com/static/5df9aa078642f943ece6a0b3/t/5f5f192f1ba09b6baacffdfe/1600067893738/Economic-value-of-pathology_-Final-Report-April-2016.pdf
https://www.medibank.com.au/content/dam/client/documents/pdfs/sick_at_work.pdf


22 PwC and Atlassian    23 Centers for Disease Control and Prevention, Ipsos, 
The Wall Street Journal, Society for Human Resource Management,  
Public Health Reports, University of Oxford, Sonder    24 Twitter

Some	leaders	argue	it’s	not	their	responsibility	
to solve employee access to health care, 
even though the 2021 PwC-Atlassian survey 
of 1,000 employees in Australia showed 
that mental health and wellness was the top 
societal issue, followed by access to health 
care, cost of living, and cost of health care.22

The best leaders take a more active care 
approach - to help their employees stay safe 
and well, because sharing the responsibility 
for physical and mental wellbeing is a mutual 
win-win. The healthier and happier an employee, 
the more engaged and productive they are in 
the	workplace,	and	the	more	financial	benefit	
they are likely to contribute to an organisation.23

“ Our	CEO	believes	there’s	a	shared	
responsibility for wellbeing. So I 
said yes, people are responsible, 
but we also have a responsibility 
to give them the tools to be able 
to support them - and what we 
[were]	doing	[wasn’t]	enough.”	

Kate Mayers, National WHS Manager, 
Best&Less (2022)

“ A shared sense of responsibility is 
critical to the mission of Team Global 
Express. It should be critical to the 
mission of any company.”

Heidi Beck, Chief	People	Officer, 
Team Global Express (2022)

Shared responsibility2
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https://atlassianblog.wpengine.com/wp-content/uploads/2021/07/atlassian-2021-return-on-action-report-australia.pdf
https://www.cdc.gov/workplacehealthpromotion/model/control-costs/benefits/productivity.html
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https://www.shrm.org/resourcesandtools/hr-topics/benefits/pages/wellness-productivity-link-.aspx
https://journals.sagepub.com/doi/full/10.1177/0033354919878434
https://www.ox.ac.uk/news/2019-10-24-happy-workers-are-13-more-productive
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United States

In the United States, where employers have long been required to share 
a	more	active	approach	to	employee	health	care,	many	companies	offer	
on-site health clinics. 

According to a pre-pandemic national workplace study by Mercer,  
33 per cent of companies with 5,000 or more workers, and 18 per cent 
of	mid-sized	companies	with	500	-	4,999	workers,	offered	an	on-site	or	
nearby health clinic.26

25 Woolworths Group, Sonder    26 goShadow    27 Hospital Management    28 Remote

United Kingdom 

In workplaces in the United Kingdom, on-site health clinics exist27 
but are	not	commonplace.	

To	attract	top	talent,	some	companies	offer	premium	private	health	
insurance as part of their total compensation package. Private health 
insurance may provide access to clinics with shorter wait times 
or cover more elective procedures. Some employers also provide 
specific	types	of	care	that	are	not	provided	by	the	National	Health	
Service (NHS) or included in private health plans.28

Australia

In Australian workplaces (excluding the mining sector), on-site 
health clinics	are	rare.	

However, there are a growing number of employers proactively 
funding	employee	telehealth	services	and/or	innovative	EAP	
alternatives that combine a digital app with medical, psychology, 
and other specialist services in one single-entry point. Woolworths 
Group,	PwC,	Team	Global	Express,	Best&Less,	NRMA,	Probe	CX,	and	
Marley Spoon are examples of companies leading the charge.25
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https://www.woolworthsgroup.com.au/content/dam/wwg/investors/reports/2022/full-year/Woolworths%20Group%20Sustainability%20Report%202022.pdf
https://sonder.io/
https://www.goshadow.org/post/why-are-top-companies-providing-onsite-health-clinics
https://www.hospitalmanagement.net/news/spire-healthcare-the-doctors-clinic-group/
https://remote.com/blog/united-kingdom-employee-benefits


29 American Journal of Community Psychology, Wikipedia     
30 Psychooncology, Wikipedia    31 Health Policy, Wikipedia     
32 European	Patients’	Forum, Journal of Advanced Nursing,  
18th International Symposium on Health Information Management Research,  
Centre for Health Promotion Research    33 Society for Human Resource Management,  
2nd International Symposium on Sustainable Development,  
Total Quality Management & Business Excellence     
34 Health Policy, Health Education Behavior, Health	Affairs    35 Woolworths Group

What is empowerment?

The concept of empowerment is “rooted in the 
1960s ideology of social action, which embraces 
community change, capacity building, and 
collectivity”. But, the term “empowerment” comes 
from American psychologist, Julian Rappaport, 
who in 1981 articulated it to describe the process 
“by which people, organisations, and communities 
gain	mastery	over	their	affairs”.29

Empowerment is about overcoming powerlessness 
and	developing	skills	for	self-sufficiency.30 
Technically, it can be either a process, an 
emergent state, or an active behaviour, and it 
has	different	definitions	nuanced	for	different	
contexts,31 but for our purposes:

• Patient empowerment is a multidimensional 
process	of	enhancing	people’s	abilities	to	meet	
their needs, solve their problems, and control 
their lives.32

• Employee empowerment is a management 
philosophy (popularised by the Total Quality 
Management movement) that prioritises giving 
employees the autonomy, resources, and 
support they need to act independently, to 
better assist an organisation to meet its goals.33 

Empowerment3 Can employees achieve empowerment 
by ability and motivation alone?

It	is	difficult	for	employees	to	achieve	
empowerment and break down barriers alone 
because it typically requires a structural 
sharing of power (in addition to the provision of 
knowledge, resources, and meaningful support).34

who sought help reported they 
wouldn’t have sought support at all 
without [the tool we provided].”35

56%
OF OUR TEAM

Woolworths Group Sustainability Report 2022
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https://pubmed.ncbi.nlm.nih.gov/3604997/
https://en.wikipedia.org/wiki/Empowerment
https://pubmed.ncbi.nlm.nih.gov/34981594/
https://en.wikipedia.org/wiki/Empowerment
https://pubmed.ncbi.nlm.nih.gov/25467286/
https://en.wikipedia.org/wiki/Empowerment
https://www.eu-patient.eu/globalassets/library/publications/patient-empowerment---toolkit.pdf
https://pubmed.ncbi.nlm.nih.gov/2037742/
https://www.diva-portal.org/smash/get/diva2:1521209/FULLTEXT01.pdf
https://core.ac.uk/download/pdf/42412714.pdf
https://www.shrm.org/resourcesandtools/hr-topics/employee-relations/pages/empowering-employees-before-during-and-after-the-pandemic.aspx
https://eprints.ibu.edu.ba/files/original/0de1be2a4cfb5025b345eb317efdf580.pdf
https://www.tandfonline.com/doi/abs/10.1080/1478336042000255505
https://pubmed.ncbi.nlm.nih.gov/25467286/
https://pubmed.ncbi.nlm.nih.gov/25845376/
https://pubmed.ncbi.nlm.nih.gov/23381513/
https://www.woolworthsgroup.com.au/content/dam/wwg/investors/reports/2022/full-year/Woolworths%20Group%20Sustainability%20Report%202022.pdf


Employees are 
empowered to stay 

safe and well

Employers enable 
employees by providing 

resources and 
meaningful wellbeing 

support

Employees contribute 
positively to business 

performance
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Employee participation is central to a culture of 
active care. Once employees are empowered to 
improve their wellbeing outcomes, they need to 
actively participate in the solutions if they are to 
achieve	their	goals.	This	is	infinitely	easier	if	the	
solutions match their needs, terms, and schedule. 

How can organisations facilitate 
active participation?

They	can	learn	from	Netflix	and	Uber.	These	
market leaders make active participation super 
easy, with solutions that are tailored, user-friendly, 
and	24/7	-	which	offer	people	the	flexibility	
to decide when, where, and how to engage. 
They	deliver	simplicity,	immediate	gratification,	
and importantly, full control. If organisations 
want to put on-demand health care in the 
hands of their people, this is how to do it.

Are digital-only solutions the answer?

The evidence says no. Digital-only solutions risk 
gaps in patient assessment (because wellbeing 
issues can be complex and multilayered), and their 
lack of human interaction can result in high user 
drop-off.36 

Self-help apps can provide valuable initial 
guidance, but they should complement, not 
substitute, professional health care and robust 
clinical governance.37 They should enhance a 
more holistic and comprehensive employee 
wellbeing strategy, not be the strategy.38

What type of active care solutions  
are the answer?

Digital wellbeing solutions that best 
facilitate active participation combine: 

• The on-demand nature of immediate care 
(helping employees get well faster);

• The convenience of self-help (knowledge 
resources to drive help-seeking behaviour early);

• The expertise of human help (for improved 
accuracy	and	clinical	efficacy);	and

• The simplicity of smart technology (giving 
employees one app, rather than 10-20 apps).

36 Annals of Family Medicine, Sonder, BMJ Mental Health, JMIR Mental Health    37 JMIR Mental Health    38 Sonder

Active participation4
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Research has regularly shown that employee empowerment - an essential element 
of active care - is positively associated with a broad range of employee outcomes39 
and has produced many positive business outcomes. 

For example:

• In May 2022, after Airbnb announced 
employees could work from wherever they 
were "most productive”, their careers page 
was viewed 800,000 times in four days. By 
empowering their employees and making them 
"really happy”, Airbnb increased attraction 
and satisfaction rates, and likely increased 
engagement and retention as well.40

• In May 2021, a study of 23,468 workers in Europe 
showed that "structural empowerment positively 
related to psychological empowerment, which 
was positively related to job satisfaction, 
work engagement, and social wellbeing”.41

• In March 2017, when Four Seasons was 
awarded	Fortune’s	2017	“Great	Place	
to	Work	Legend”	after	its	employees	
named it employer-of-choice for the 20th 
consecutive year, the company responded:

Better outcomes5

39 Journal of Applied Psychology    40 Insider, CNBC, Airbnb     
41 International Journal of Environmental Research and Public Health    42 Forbes, PR Newswire    
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“ The same level of care that we  
extend to our guests applies to our 
people. By empowering our employees 
and giving them the tools and trust 
needed to succeed, they in turn 
carry our values forward, connecting 
deeply with our guests and creating 
the memorable experiences that 
Four Seasons is known for.”42

Ed Evans, Executive VP and CHRO, 
Four Seasons Hotels and Resorts

https://psycnet.apa.org/doiLanding?doi=10.1037%2Fa0022676
https://www.businessinsider.com/airbnbs-careers-page-viewed-800k-times-work-from-anywhere-benefit-2022-5
https://www.cnbc.com/video/2022/05/03/airbnbs-chesky-says-companys-careers-page-has-received-800000-visits-since-remote-work-announcement.html
https://news.airbnb.com/airbnbs-design-to-live-and-work-anywhere/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC8198432/#
https://www.forbes.com/sites/strategyand/2019/02/19/leaders-can-cultivate-true-employee-empowerment/?sh=6af6c5d23ab1
https://www.prnewswire.com/news-releases/four-seasons-hotels-and-resorts-named-great-place-to-work-legend-honouring-20-consecutive-years-on-fortunes-100-best-companies-to-work-for-list-300421097.html


• In 2015, French biscuit manufacturer, Poult, reported that in the nine years following their 
organisation-wide	efforts	to	build	an	entrepreneurial	culture	“that	encourages	employee	
involvement and empowerment”, revenue increased 33 per cent to 210 million Euros.43

• In the 2012 book, Employee Involvement and Total Quality Management: Practices and 
Results in Fortune 1000 Companies,	Edward	Lawler	et.	al.	reported	that	Trader	Joe’s,	an	
American retail food chain, found that “more employee empowerment was accompanied 
by an increase in annual sales growth from 15 per cent to 26 per cent… In addition, 
sales volume increased more than 500 per cent over an eight-year period.”44

43 Journal of Business Research    44 Academy of Management Perspectives    45 Journal of Diabetes Science and Technology

Empowering people for better outcomes

The Example of Diabetes

Jorgo Chatzimarkakis, Member of the European 
Parliament, 2010

“The changing role of patients towards increased 
self-responsibility in the management of their own 
condition is particularly evident in the case of 
diabetes, in particular type 2 diabetes. 

The evolution of diabetes from a serious and 
potentially fatal disease to a manageable chronic 
condition would not have been possible without 
patients gaining the knowledge and capability to 
count carbohydrates, administer insulin, adjust 
their lifestyle, and maintain their motivation and 
discipline every single day of their life. 

A breakthrough in this century-long process was 
achieved with the introduction of self-monitoring 

of blood glucose (SMBG) in the 1970s, freeing 
patients from the need for regular hospitalizations 
or consultations…

Empowering people with diabetes to self-monitor 
their	blood	glucose	has	proven	effective	not	only	
for the individual patient but also for the health 
system as a whole…

The equation is simple but compelling: The costs 
of treating diabetes increase with the incidence of 
secondary complications, which trigger the need 
for hospitalization, emergency care, and treatment 
by a specialist. 

The risk of secondary complications can be 
reduced	effectively	by	managing	diabetes	on	a	
daily basis and putting an empowered patient into 
the center of a well-structured management plan, 
as recommended in international guidelines.”45
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https://www.sciencedirect.com/science/article/abs/pii/S0148296319303546?via%3Dihub
https://journals.aom.org/doi/10.5465/ame.2002.6640205
https://pubmed.ncbi.nlm.nih.gov/21129355/


The reason active care is the next big 
trend in employee wellbeing is because by 
acknowledging employee healthcare barriers, 
sharing responsibility, and empowering 
employees to actively participate in better 
outcomes,	organisations	are	effectively	helping	
Davids (employees) take on Goliaths (healthcare 
barriers) and win. 

It represents a meaningful shift in removing 
access barriers to health care - which has the 
potential for a seismic shift in employee and 
organisational outcomes.

46 Centers for Disease Control and Prevention, Society for Human Resource Management,  
The Wall Street Journal, Ipsos, Public Health Reports, University of Oxford    47 Sonder, Sonder

Wellbeing leaders know that when an employee is safe, happy, 
and healthy, they are more likely to be motivated, collaborative, 
and productive at work.46

The problem is most leaders have been able to deliver short-term happiness but 
not long-term healthiness. This is primarily because:

• They	haven’t	understood	the	complexity	of	employee	health;47 and

• Beyond	EAPs,	their	organisations	haven’t	shared	the	
responsibility for employee access to health care. 

Why is active care the next big 
trend in employee wellbeing?
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https://www.cdc.gov/workplacehealthpromotion/model/control-costs/benefits/productivity.html
https://www.shrm.org/resourcesandtools/hr-topics/benefits/pages/wellness-productivity-link-.aspx
https://www.wsj.com/articles/healthy-workers-are-more-productive-study-finds-1502219651
https://www.ipsos.com/en/healthy-and-happy-workforce-more-productive-workforce
https://journals.sagepub.com/doi/full/10.1177/0033354919878434
https://www.ox.ac.uk/news/2019-10-24-happy-workers-are-13-more-productive
https://sonder.io/blog/organisational-change-employee-wellbeing/
https://sonder.io/blog/medical-support-employee-wellbeing/


48 Sonder    49 Sonder

Health complexity 

In our sample of 10,000+ member support cases 
from July to September 2022, we found that 
71.9 per	cent	of	members	presented	with	more	
than	one	wellbeing	issue,	and	nearly	one	in	five	
people	had	five	or	more	presenting	conditions.48

This meant that most people (who reached out 
for support) were contending with multiple, 
intertwined challenges, with the impact 
compounded for each challenge.

To illustrate how varied those concerns were, our 
data shows that from January to September 2022, 
our clinical team (including registered nurses and 
specialist physicians) diagnosed more than 100 
distinct medical diagnoses.49

PRESENTING  
CONDITIONS5+18.3%

PRESENTING  
CONDITIONS318%

PRESENTING  
CONDITIONS413.4%

PRESENTING  
CONDITIONS222.2%

PRESENTING  
CONDITION128.1%

MEMBER CASES
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Benefits

For employees 

• Improved health and safety 
behaviours and outcomes

• Greater wellbeing at work

• Increased job productivity

• Reduced need for sick leave or 
workers’	compensation

• Less	inclination	to	quit	due	to	
poor personal wellbeing

• Improved life and work satisfaction 

For organisations

• Higher wellbeing and engagement rates 

• Reduced absenteeism, presenteeism, 
workers’	compensation	claims,	and	
payments to substitute workers 

• Improved culture, retention, and 
ability to attract talent

• Improved productivity and quality 
of	work/product/service

• Strengthened reputation and resilience
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For organisations 

• Acknowledge that employees need help  
to access immediate, convenient, 
and	affordable	care

• Commit to sharing the responsibility of 
employee access to wellbeing care

• Empower employees with relevant 
tools and resources so they can 
access care when they need it

• Encourage active employee participation 
in their health behaviours and 
improved wellbeing outcomes

• Ensure active care is advocated from the top 
of the organisation, and wellbeing leaders 
are supported in their endeavours

For wellbeing leaders

• Cultivate a culture of active care and 
encourage employees	to	actively	participate	
in their	health	solutions

• Help managers promote positive wellbeing 
and design	jobs	for	wellbeing	-	not	just	
productivity and ROI

• Help managers understand the impact of poor 
wellbeing and recognise early warning signs

• Help managers be mindful of health complexity, 
given that many people are dealing with 
intertwined health challenges, and each person 
responds	to	wellbeing	concerns	differently

Next steps

21 A people leader’s guide to active care

What it is and why it’s the next big trend in employee wellbeing



Active care is a proactive way to improve employee wellbeing and 
business performance.

For	an	employer,	it’s	a	way	to	proactively	enable	and	empower	people	to	get	the	care	
they need, when and how they need it, so they are more engaged and productive at work.

For	employees,	it’s	a	way	to	actively	participate	in,	and	feel	in	control	of,	the	wellbeing	
solutions that help them stay safe and well.

Based on a model of shared responsibility for physical and mental wellbeing, an 
active care culture is a high-performance culture - full of healthy employees who are 
happy with their wellbeing and actively contributing to positive business outcomes. 

Summary
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About us

Sonder is an active care technology company 
that helps organisations improve the wellbeing 
of their people so they perform at their best.

Our	mobile	app	provides	immediate,	24/7	support	from	a	
team of safety, medical, and mental health professionals - 
plus onsite help for time-sensitive scenarios. 

Accredited by the Australian Council on Healthcare 
Standards (ACHS), our platform gives leaders the insights 
they	need	to	act	on	tomorrow’s	wellbeing	challenges	today.	

Immediate
assessment

Chat with a Sonder care 
specialist in 15 seconds or 

less - day or night

In-person
response

Get on-the-ground 
assistance so you’re not 
alone in difficult times

Sonder
specialists

Access our clinical team of 
registered nurses, doctors, 

psychologists, and more

Wellbeing
resources
Build a happier, 

healthier you - in just a 
few minutes a day

Safety
scanning

Avoid unsafe situations 
and outcomes before 

they arise

What it is and why it’s the next big trend in employee wellbeing

A people leader’s guide to active care23



Care in  
your hands

sonder.io

Let’s connect 
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