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Abstract

Objective: To explore the problems and causes for help seeking callers who utilised Mental Health Helpline
1323 in crisis and the effective practice of the counselor

Methods: This is a qualitative study that used a purposive sampling to selected five clients from the database
of the Mental Health Helpline 1323 with high suicidal risk and was given counseling. The client case record
form and audio recording were examined. In-depth interviews were conducted with 5 experienced counselors
for the procedure. All the data were analysed by content analysis.

Results: The most common possible factors were an underlying biological risk, i.e. previous diagnosis of
depression and family history of suicidal. The psychological factors were coping mechanisms and negative
thinking. The sociological factors were family conditions, economic problem, and external threats. The
counsellors reported the importance of building a healthy relationship. The frequently used skills were active
listening, opened-end questioning, and reflection. The techniques used are searching for potential, exploring
for attachment, hope, and goal. The supporting factors for effective counselling are the readiness of the
counsellors and co-workers and supervisors, leagues, consultants, and availability of local agencies. The
obstacles of counselling were the environment of counselling, the readiness of psychologist and the
environment provided, the lack of information about resources. Also, the things that have been learned were
active listening, comforting, paying attention, looking for the strength, not hurting the clients’ feelings,
attention, looking for the strength, not hurting the clients’ feelings, managing expectations, concentration,
and respect their decision.

Conclusion: The key factors for effective telephone counseling in a mental health crisis in this study were
concentration, finding emotional anchors, hopes and goals, and working as a team then coordinated with the

relevant agencies in the area as soon as possible.
Keywords: counselor, crisis, Mental Health Helpline 1323, suicide, telephone counseling
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