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Modeling the Recovery Mechanism at Work in an Email Counseling Service for Mental Health Issues:
A Qualitative Analysis of Email Counseling Cases in Kinrosha Kokoro no Méru Sodan
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“Institute of Stress Science, Public Health Research Foundation

The purpose of this study was to examine the characteristics of client-counselor communication through
an email counseling service (Kinrosha Kokoro no Méru Sodan; “Mental Health Email Counseling for Workers”) as
well as to clarify the mechanisms of the service that generate therapeutic effects via email counseling. To this
end, the text of emails of five counseling cases in the above service were qualitatively analyzed, focusing on the
clients’ mental health recovery.

In the clients’ initial emails (counseling emails), they described the hardships that have affected their men-
tal health and concluded by asking for help. In their “response email”, counselor sympathized with their tough
situation and the emotions, provided therapeutic information, and facilitated their own self-care behavior. In the
next email, which can be thought of as the “recovery email”, after a period of time had passed, clients reported
positive psychological changes, including observations and changes in perspective. Clients and counselors then
exchanged words of gratitude and hope. It shows that, through writing of such counseling emails, clients would
be experienced therapeutic effects similar to narrative therapy. Meanwhile, the approach taken by the coun-
selor in these email exchanges would be close to solution-focused and brief therapy. Furthermore, the results
suggest that these email exchanges were developed clients’ resilience strengthening and assisted in their men-
tal health recovery.

The value of this study lies in its investigation of the characteristics of an email counseling service in Japan
and the mechanism, using raw data of actual email texts. Further studies are needed to analyze more variety of
cases to refine the recovery mechanism indicated.
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