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The Global Reach of EAPs

This report presents key findings from an evaluation study of 
self-reported data of 877 Employee Assistance (EAP) 
counseling cases in 2024 using the validated 

Workplace Outcome Suite© (WOS) managed by 
Grupo Wellness Latina. These cases are drawn 
from multiple employer clients across the Latin 
American region. This study is among the first 
to empirically investigate effectiveness of EA 
counseling in the region using a standardized 
scientific measure and EA industry best 
practices.

The WOS assesses five key workplace 
outcomes: absenteeism, presenteeism, work 
engagement, workplace stress, and life 
satisfaction, providing valuable insights into 
how personal and professional challenges impact 
employees’ workplace performance and overall 
well-being. Widely recognized and trusted, the WOS 
was developed by Chestnut Global Partners in 2010 to 
evaluate EAP counseling effectiveness (Lennox, Sharar, 
Schmitz, et al, 2010) and has been endorsed by the Employee 
Assistance Professionals Association (EAPA). The latest global 
summary report on WOS measures was published in 2024 by TELUS 
Health.

The study addresses several questions: What are the characteristics of the EA users in Latin America? How 
reliable are the WOS measures in this sample? Is the longitudinal sub-sample with both pre- and post-EAP study 
measures representative of the larger group without follow-up data? What improvements occur after EAP use? 
How much do lost work productivity hours per case (calculated from two of the WOS items) change before and 
after counseling?

Methodology
The original version of the WOS has 25 total items. Our EAP used the validated brief version of the WOS 
released in 2014 that contains five questions. It collects outcome data from employees at the start of counseling 
(Pre-measure) and again after it concludes (Post-measure, typically 30 days later). This longitudinal approach 
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quantifies changes over time, enabling statistical testing of counseling outcomes. Four items use a 1-5 Likert scale 
of agreement, while absenteeism is reported as the number of work hours missed in the past month.

The initial participant sample included 902 cases served between January and November 2024. Each case was 
anonymized with alphanumeric codes to ensure confidentiality. Of these cases, 289 also had data gathered at 
conclusion (Post). Inclusion criteria ensured data quality and consistency: 1) program clients were adults (18+ 
years); 2) complete responses for all five WOS items gathered at initiation (Pre); and 3) clients were actively 
working in the 30 days before Pre (defined as 0 to 159 hours of absence). This resulted in 877 valid cases.

For longitudinal analysis, additional criteria were applied: 4) complete data for all five WOS items at Post; 5) 
active working status in the 30 days before Post; and 6) At least 30 days between Pre and Post measurements. 
These criteria ensured consistency in the reporting period. Ultimately, 192 cases were included in the longitudinal 
sample with an average of 57 days between Pre and Post use, with a range of 30 to 158 days. 

Additionally, the sample represents a diverse demographic, supporting the generalization of findings across 
various labor groups. Below are key details:

Countries: Participant data was collected from 16 Latin American countries covered by the EAP. The largest 
group was from Argentina (48 percent, n = 426), where the EAP’s headquarters is located, followed by Costa Rica 
(11 percent, n = 93), Peru (8 percent, n = 74), Colombia (6 percent, n = 57) and Uruguay (5 percent, n = 47). The 
remaining 180 cases (20 percent) were distributed across 12 other countries.

Client Gender: Most cases were women (60 percent, n = 448) while men comprised 40 percent (n = 296). Gender 
data was missing for 133 cases.

Client Age: Participants had an average age of 34, ranging from 18 to 78 years. Most cases were in the 25-34 (n = 
411) and 35-44 (n = 249) age groups.

Reasons for Consultation: Mental health issues were the most common reason for seeking EAP services (39 
percent, n = 340), with anxiety as the leading concern (n = 207). Other reasons included family conflicts (19 
percent, n = 169), relationship issues (15 percent, n = 127), general stress and life issues (11 percent, n = 97), and 
miscellaneous other concerns (12 percent, n = 102). Cases with substance use as the primary issue were rare (less 
than 1 percent, n = 5).

Modality of Access: Nearly all counseling sessions (99 percent) were conducted remotely via phone or video.

Counselors: Clinical interventions were provided by 65 counselors, each handling between 1 and 62 cases, with 
an average of 13 cases per counselor over the 11-month period.

Results 
PART 1: WOS Psychometrics

Consistent with past research, our data supports the validity and reliability of the WOS. Convergent validity was 
evident as all five WOS outcomes at initiation (Pre) were moderately intercorrelated (average r = .25; range: 
.12 to .36). Each outcome was also positively correlated with the composite score (r = .60 to .67). A similar 
correlation pattern appeared in the conclusion (Post) data. For test-retest reliability, the rank order of scores 
remained consistent from initiation (Pre) to conclusion (Post) (r = .14 to .28). Divergent validity, or demonstrating 
one measure is distinct from other, unrelated constructs, was confirmed, as WOS measures showed no meaningful 
associations with unrelated factors such as country, age, or sex.

PART 2: Representativeness of the Pre-Post Group

Tests showed that the longitudinal (Pre & Post data) group (n = 192) had the same profile as the larger initiation 
only (Pre-only data) participant group (n = 685) regarding background/demographic factors (country, age, 
and sex) and average starting scores on all WOS measures. This lack of differences in the data ensures that 
improvement findings from the longitudinal sample fairly represent the broader EAP user population in 2024.
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PART 3: Longitudinal Improvements 

The longitudinal test results found all WOS participant outcomes had meaningful improvement from before to 
after the use of EAP counseling (see Figure 1). 

The findings for specific participant WOS outcomes, however, revealed differences in magnitude (see Figure 2): 

Work Presenteeism was measured by the extent of or agreement or disagreement with the statement not being 
able to concentrate on work because of personal concerns. Agreement with this statement (presenteeism) was 
reduced from 37 percent of cases before use to 11 percent of cases after use. Tests of mean scores on the 1-5 rating 
of work presenteeism indicated significant change (p < .001) from 2.9 to 2.2 with a large size statistical effect 
(partial eta squared hp

2 = .21). 

Work Absenteeism was measured by asking the employee to identify how many hours were missed from work 
during the past month due to a personal concern – either as full days or partial days of arriving late or leaving 
early). When missing 4 or more hours of work was defined as problematic for this outcome, the percentage of 
EAP cases with absenteeism was reduced from 24 percent before use to 12 percent after counseling. Tests of mean 
scores on the 1-5 score for this item indicated a significant change (p < .001) from 1.8 to 1.4 with a medium size 
statistical effect (hp

2 = .07). 

Work Engagement was measured by the extent of agreement or disagreement with the statement being eager to 
get to work for the start the day. Not being engaged in work was reduced from 16 percent of cases before use to 
11 percent of cases after use. Thus, the percentage of cases with problematic with work engagement was reduced. 
Tests of mean scores on the 1-5 rating of work engagement indicated significant change (p < .01) from 3.6 to 3.8 
with a small size statistical effect (hp

2 = .03). 

Workplace Distress was measured by the extent of agreement or disagreement with the statement dreading going 
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into work. Agreement on this item was reduced from 7 percent of cases before use to 3 percent of cases after use. 
Thus, the percentage of cases with problematic workplace distress was reduced. Tests of mean scores on the 1-5 
rating of workplace distress indicated a change that approached significance (p = .10) from 1.7 to 1.6 with a very 
small size statistical effect (hp

2 = .01). 

Life Satisfaction is the one non-work-related participant outcome on the WOS. It was measured by asking for the 
extent of agreement or disagreement with the statement feeling that life overall is going very well. Disagreement 
(not being satisfied with life) was reduced from 35 percent of cases before use to 17 percent of cases after use. 
Tests of mean scores on the 1-5 rating of life satisfaction indicated significant change (p < .001) from 3.2 to 4.0 
with a large size statistical effect (hp

2 = .31). 

A Combined SuperScore was created by reverse scoring of the absenteeism, presenteeism and workplace distress 
items (so that higher scores indicate a healthier status) and then adding the scores on the five items. This created 
a composite score with a range of 5 to 25. Tests of mean scores on the overall measure across all five outcomes 
indicated a significant change (p < .001) from 18.4 to 20.6, which was a large size statistical effect (hp

2 = .28). 
This finding was a 12 percent improvement for the average case.

PART 4: Moderator Tests

Statistical tests revealed that factors such as country, age, gender, clinical issue, and the number of days between 
Pre and Post surveys did not moderate the extent of improvement on the WOS SuperScore (all p > .05). This 
consistency indicates that clinicians effectively tailored their treatments to meet diverse client needs. The absence 
of moderator effects also aligns with findings from previous WOS research.

PART 5: Lost Productive Time 

Another metric was created by combining the hours of reported absence from work and the estimated number 
of hours of unproductivity (based on the rating of the presenteeism question). The participant ratings for the 

Figure 2. Reduction in the number of cases per every 100 cases at a problematic level on WOS outcomes from before use to after use of 
EAP counseling.
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presenteeism measure were recorded as follows: strongly agree was equal to 45 percent unproductive; somewhat 
agree was 35 percent unproductive; neutral was 25 percent unproductive; somewhat disagree was 15 percent 
unproductive; and strongly disagree was 5 percent unproductive. 

Past research indicates the typical ‘healthy’ employee is unproductive for 15 percent of time at work. For 
our average EAP case, the level of absenteeism was reduced from 5.1 hours missed during the month before 
counseling to 2.9 hours missed per month after use. The estimated hours of lost productive time (LPT) associated 
with presenteeism per case per month was reduced from 37.2 hours before counseling to 26.5 hours after 
use. Note that at both Pre- and Post-measures, the hours of presenteeism (unproductivity while at work) were 
much greater than were the hours of missed work (absenteeism). The total hours of LPT (absenteeism plus 
presenteeism) per month per case was reduced from 42.2 hours before counseling use to 29.4 hours after use. For 
context, past research (Attridge, Lennox & Sharar, 2019) indicates a typical employee has a total of 26.9 hours of 
lost productive time per month (combining 3.4 hours of missed work and 23.5 hours of presenteeism). 

Thus, the time period just before the start of EAP counseling (when the person was likely in greatest emotional 
distress) was burdened by a 56 percent higher level of LPT than what the typical employee experiences each 
month. This is quite a large productivity loss for the employer and is also personally disappointing to the 
employee. But the good news is that later after a counseling issue had been resolved, the level of LPT was closer 
to the normal amount (only 9 percent higher). If the employee had not benefited from the EAP counseling, this 
abnormally high level of LPT hours may have continued for six months or more. This avoided period of excess 
LPT represents a cost savings or return on investment (ROI) to the employer of the EAP benefit. 

Discussion
The results emphasize the positive impact of EAP counseling on several areas of employee work performance – 
particularly for work presenteeism – and overall well-being, as measured by the WOS. The WOS has proven an 
effective tool for quantitatively measuring the outcomes and positive impact of EAPs. The characteristics of the 
sample and patterns of test results obtained from EAP users in Latin American countries generally mirror findings 
from other regions globally, demonstrating consistency in the effectiveness of EAP interventions. Furthermore, 
this study highlights that collecting follow-up data from a smaller subset of cases provides a representative and 
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statistically valid basis for evaluating counseling success, offering practical value for EAP administrators and 
researchers.

Regional insights add depth to the interpretation of these findings. Notably, the levels for workplace distress (8 
percent) and work engagement (19 percent) in this study were substantially lower than global WOS norms, which 
report workplace distress at 31 percent and engagement at 36 percent. These variations may reflect cultural and 
organizational differences in how employees perceive, address and report work-related challenges. Interestingly, 
workplace distress and engagement levels were markedly different when comparing employees who sought help 
for work-related issues versus those who didn’t. For example, workplace distress at the Pre-measure was 31 
percent for work-related cases but only 7 percent for non-work cases, suggesting that identifying and addressing 
specific work-related concerns could further enhance the value of EAPs.

These findings reinforce the substantial benefits of EAPs, both in terms of employee well-being and job 
performance. The ability to demonstrate a measurable ROI, especially in critical areas of employee performance 
and well bring such as absenteeism, presenteeism, and engagement, further positions EAPs as an indispensable 
resource for organizations aiming to optimize their workforce potential.

Andrea Lardani, Maria Migali and Magdalena Angaut are EA professionals at Grupo Wellness Latina, 
a pioneering EAP provider in South America dedicated to delivering EA and Wellness services in Latin 
America through an extensive network of local EA professionals in each country. Reach Andrea at andreal@
grupowellnesslatina.com .

Note: The authors thank Dr. Mark Attridge for his support on data analytic and editorial aspects of preparing this 
report.
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