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Study Goals:

1) To determine levels of client satisfaction and 
health and workplace outcomes for EAP cases
2) To explore possible differences in the levels of 
satisfaction and outcomes due to client 
demographic and clinical context factors
3) To explore possible associations between the 
satisfaction, health outcome and workplace 
outcome measures
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Study Method
• N = 1,320 clinical cases with follow-up surveys.
• Cases randomly selected weekly during 2002 
year from health plan customer.  Sample includes  
employees from diverse range of companies.
• External EAP model with telephonic intake and 
phone or in-person assessment and up to three 
EAP counselor sessions with option for referral 
into mental health/medical benefits as needed
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Background Factors (Record data)

Demographic 
Factors:

Age 
Average of 40
Range 19 to 76

Sex 
71% female
29% male

Case Contextual 
Factors:

Time of Day Case Opened:
daytime = 8am to 7pm (76%)
evening = 8pm to 7 am (24%)

Day of Week
Mon to Fri (95%)
Sat/Sun (5%)

Month of Year (Jan to Dec)
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Clinical Factors (Survey data)
Issue severity:   What did you do after your 
sessions with the Optum counselor?

57%  self-care / community services
38%  used mental health outpatient benefits
5%  used medical benefits (MD, ER)

Followed counselor’s recommendations:
68% completely; 15% partially; 16% not 

Recommended action plan was effective:
82% yes
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Satisfaction Outcomes (Survey)

Satisfaction - overall rating = 95%
53% very satisfied + 42% satisfied
4% dissatisfied + 1% very dissatisfied

Satisfaction - 1 to 10 scale (average = 9.0)
Service exceed expectations (if satisfied) = 39% 
Would select benefit package due to EAP = 88%

29% strongly agree + 59% agree 
9% disagree + 3% strongly disagree



7
Mark Attridge, PhD                                          ©OPTUM                                       EAPA Conference 2003

Health Outcomes (Survey)

Client self-rated improvement in _______ after 
use of EAP counselor

* Stress level (89%)
* Ability to perform daily living activities (89%)
* Overall health and well-being (86%)
* Ability to make health care decisions (87%)
* Confidence with health care professionals (89%)
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Absenteeism Outcomes (Survey)

39% of clients report avoiding missed time off 
8.1 total hours reported as average amount of time 
off from work avoided per case with effect
* $60 per hour value of absenteeism

$20 hourly lost compensation value + 
$40 hourly lost productivity value (RCF of 2.0)

= $481 per case with outcome (39% of cases)
= $190 per average case
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Productivity Outcomes (Survey)

• 28% of cases had a self-rated improvement in productivity
• Average improvement effect size = 33% gain in level of 
performance (average change from before use rating of 5 to 
after use of 8 on 1-10 scale) 
• Assume conservative effect duration of 2 weeks for 
additional period of productivity loss if EAP not been used 
• 80 hours X 33% = 26.4 hours per case with effect
• $40 value per hour (RCF of 2.0 X $20 comp rate)
= $1,056 per case with outcome effect (28% of cases)
= $296 per average case
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Survey Results Show High Levels of 
EAP Client Rated:

Satisfaction (>90%)

Health Outcomes (>80%)

Workplace Outcomes (28% to 39%)
almost $500 savings per average case
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Correlational Test Results
Due the large sample size in these tests, a criteria for a test result to 
be meaningful was set at a significance probability error level of p < 
.05 and an effect size of r => .20.

Satisfaction and outcomes were generally not
associated with client age, sex or clinical factors.  

However, as expected, client satisfaction and 
outcomes were positively correlated, as were 
health outcomes and workplace outcomes.  
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Implications of this Research

• Very high levels of client satisfaction with EAP
• High levels of personal health outcomes and 
modest levels of workplace outcomes
• Satisfaction and outcomes are experienced to 
a similar degree for different kinds of clients, 
which indicates quality of EAP services
• Through resolving personal and work issues, 
EAPs can help improve workplace performance 
of employees and yield business dollar value 


