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“TELEPHONE MENTAL COUNSELING FOR WORKERS” THE SECOND REPORT
—EXAMINATION AND CORRESPONDENCE OF FREQUENT CALLERS—

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

Labor Welfare Corporation currently named as Japan Labor Health and Welfare Organization, established win-
dows for “Telephone Mental Counseling for Workers” all over the country in February 2000. These windows aim to
solve workers’ stress resulting from their job by helping to build healthy lives both at the work place and home.
However, there are some inapplicable callers to these windows, and they sometimes interrupt those windows’ op-
erations. The inapplicable callers include long-hour callers and frequent callers. Therefore, agreements were made
with the problematic frequent callers to resolve the issue. The purposes of this paper are to understand the true
picture of the frequent callers and to validate an efficiency of these agreements done with these callers.

The subjects for this research are 9 people (male 4, female 5) who made calls frequently from February 2000
to May 2003. We will provide detailed explanations for 2 cases in particular (male and female each). We took the
method of background investigating.

9 cases were divided into 4 males and 5 females. Age-wise, there were 3 individuals in theie twenties, and 2
cases in 30’s, 40’s, and 50’s respectively. Occupation-wise, 4 out of 5 females were housewives and one was a com-
puter-related trainee, 1 out of 4 males had a profession and the others’ occupations were unknown.

Case I is a male in his 30’s and his occupation is unknown. Case Il is a housewife in her 40’s. The 2 cases have
common features in their comments; delusion of injury, irascibleness and aggressive comments. Their conversa-
tional style was one-way with them doing all of the talking. It is generally considered easy to become subjective in
anonymous situations like on telephone counseling. Then, I made agreements with two people and made struc-
tures. After the agreements, the average call length of case I decreased to 61.2 minutes from 98.3 minutes and the
average call frequency per month decreased to 1.4 times from 2.0times. The average call length of case II decreased
to 33.4 minutes from 45.1 minutes and the average call frequency per month decreased to 4.0 times from 6.0 times,
as well. The agreements decreased the length and the frequency of their calls, and seemed to prevent them from
growing their subjectivity.

In conclusion, I believe that the agreements with the inapplicable callers are effective in reducing call length
and frequency. It is also helpful in telephone counseling situations. Telephone consultations have limited struc-
tures and limited number of people available. Hence the frequent calls from limited people restrict the counseling
availability for other users. We want to further apply this “agreement” concept and optimize telephone consolation
in the future.
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