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THE CURREINT SITUATION OF “TELEPHONE MENTAL COUNSELLING
FOR WORKERS” (THE FIRST REPORT)

Rieko OHTA, Akimi SATA, Mutsumi ASHIHARA, Kaori TSUSHIMA, Emi YAMADA and Taiko OHIRA
Department of Psychosomatic Internal Medicine-Mental Health Center Chubu-Rosai Hospital

Objective: Labour Welfare Coporation has been promoting improved mental health services and is now offer-
ing a new service called “Telephone Mental Counseling for Workers” as one of the countermeasures to address cur-
rent mental health issues. In our hospital, industrial counselors from the Mental Health Center for Workers have
been responsible for the counseling since February 2000. We would like to report the current situation from our
three years of experience in this field.

Subjects: There were 1,174 calls recorded for this study (male 463, female 711) out of a total of 1,246 calls ex-
cluding 72 silent calls between February 2000 and March 2003.

Results: The highest number of calls recorded was 973 direct calls from workers themselves. This was followed
by 76 calls from their family members such as their parents or siblings and 63 calls from their spouses.

In regard to the counseling time per person, 289 of the cases discussed on the phone had a counseling time of
between 11 to 20 minutes. The next time bracket of call time for 216 cases ranged from 1 to 5 minutes. In the ma-
jority of cases, which was a total of 886 calls, people finished their call within 30 minutes. This accounted for 75.5%
of the total number of calls taken

From a regional perspective, 5562 calls were received from the Chubu (central Japan) area, followed by 231
calls from the Kinki (west of Chubu) area.

As for the age of the callers, 230 people grouped between 25 and 34 accounted for the majority of the calls, fol-
lowed by 180 cases from between 45 and 54 years of age.

In terms of job classification, 234 unemployed callers were the biggest part of the survey, followed by 145 cases
of callers in an administrative role.

With regard to the details of the calls, sleep disorders were the most talked about issue from a physical
persepective, depression was the most talked about from a psychological point of view, followed by personal rela-
tionships from a social perspective.

As for advice given during the call, 347 cases were recommended to continue the treatment they were already
receiving, followed by 340 cases of attentive listening to the caller’s issues and 262 suggestions to visit a doctor.

Discussion: We had more callers seeking advice than any other form of request for advice such as direct coun-
seling. We can therefore conclude that telephone counseling is helpful for users who can call voluntarily obtain in-
formation regarding mental health.

In addition, as one of the advantages of telephone counseling, we recognized it is possible to give workers the
correct information through telephone counseling. The many workers who would normally hesitate to visit psycho-
somatic or psychiatric doctors, in spite of their physical symptoms such as sleeping disorders or depression, seem
to feel more comfortable in talking about their problems due to the anonymity of telephone counseling. Moreover,
we identified that our toll-free call counseling is useful for unemplyed callers in terms of their economic situation as
we had a lot of callers who called for advice that had been left without a job after corporate restructuring.
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