


Parentline counsellors are able to talk  
with you about your family and any  
parenting challenges.
 
We can assist you to: 
b 	Understand the way your family works
b 	Believe in your own skills and strengths
b 	�Change how things are done in a way that  

suits your family 
b 	�Access information on services and resources  

in your local community
b 	�Increase your parenting skills through over  

the phone training

Parentline 1300 30 1300
www.parentline.com.au

The service operates between 8am-10pm, 
seven days a week for the cost of a local call.

Parentline is a joint initiative of:

Parentline provides 
education, guidance 
and support for parents 
and other individuals 
who care for children 
in Queensland and the 
Northern Territory.

Parentline
2007 Overview
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Parentline is a confidential telephone  
counselling service providing professional 
counselling and support for parents and  
carers of children and young people.   
The service commenced in Queensland in  
April 1996 and extended to the Northern  
Territory in May 2004.  

Counsellors respond to more than 210 calls  
each week concerning a range of issues  
including parenting strategies for challenging 
behaviours, parent-child relationships, custody 
and access, and the emotional well-being of  
children and young people.

�Parents, carers and family members have  
direct access to counsellors and can choose  
to speak with either a male or female counsellor.  
They are also able to arrange to call back  
and speak with the same counsellor to work  
through their issues.  

�Parentline provides a mix of assistance  
through counselling, information and referral  
that is tailored to meet individual client needs.  
Parentline assists callers to: 
 
b �Obtain a better understanding of the way  

their family works
b �Believe in themselves and their own skills  

and strengths
b �Reflect on and develop strategies for changing 

how things are done in their family in a way 
that suits their individual family’s needs

b �Identify their information needs - counsellors 
can provide callers with relevant tip sheets 
regarding more than 100 topics

b �Access over-the-phone training through the  
Positive Parenting Programs (Triple P)  
developed by the University of Queensland

Parentline focuses on the parenting  
relationship, of which there are three  
main dimensions:
 
b �Concerns in relation to the child (parenting  

strategies and skills related to behaviour  
management or concerns for the child’s  
emotional well-being)

b �Relationship concerns (relationship with  
children or relationship between parents/ 
carers)

b �Concerns in relation to the caller’s role as  
a parent or carer

Queensland and Northern Territory parents, carers 
and family members sought help from Parentline  
at high rates during 2007 with 15,566 attempts  
to reach the telephone counselling service.   
Counsellors responded to 70% of these contacts,  
providing 10,947 telephone interactions.   
Of these, counsellors engaged in 9,215 telephone 
counselling sessions.

The main objective of this 2007 Overview is to  
detail the diversity of Parentline callers, their main 
concerns and information about the nature of  
these concerns.

Parentline has continued to reach a diverse range  
of clients including custodial and non-custodial  
parents, grandparents, two-parent and blended 
families, single-parents, extended family members, 
first-time and ongoing callers and clients in regional 
areas. In fact, Parentline saw an increase  
in the number of calls from parents and carers from  
culturally and linguistically diverse backgrounds and 
an increase in calls from grandparents during 2007.

The profile of main problems concerning callers has 
remained consistent over the 11 years of Parentline 
operations. These relate to problems with children’s 
challenging behaviour and discipline, parenting 
strategies, enhancing relationships, mental  
and emotional well-being, infant care,  
custody or family law issues, and child abuse.

Parentline - 2007 Overview
Introduction Summary and Highlights
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Age, gender and background of callers

Callers to Parentline ranged in age from teens to 86, 
with 95% aged 18 to 65 years.  The average age  
was 40 years. Females represented 87% of calls. 
The background of callers is provided in Table 1.   
Five percent of callers identified as being from  
a culturally and linguistically diverse background 
(CALD), while just over 1% identified as Indigenous. 

Table 1 Cultural background of callers

During 2007, Parentline saw an increase  
in calls from parents and carers from culturally  
and linguistically diverse (CALD) backgrounds. 

Given that the background of clients was recorded 
in only 42% of counselling sessions, the following 
figures are likely to be a significant  
under-representation of the actual amount  
of counselling with culturally diverse clients.  
During the year, 260 Parentline calls were with clients  
from a CALD background - a 33% increase from 2006.

Are callers parents, carers or other  
family members?

The majority (76%) of Parentline callers were  
custodial parents. A further 8% were parents with 
shared custody and 6% were non-custodial parents.  
These proportions have been consistent since  
Parentline began.

Since 2002, calls from grandparents have been  
increasing and now account for 4% of calls.   
A third of these grandparents had custody  
of their grandchildren.  

Parentline also received a small number of calls  
from foster carers, other relatives, family friends,  
neighbours and professionals involved with children 
(e.g. teachers).

There were proportional increases during  
2007 in the number of calls about family  
law issues and infant care concerns. There  
were proportional decreases in calls about  
children’s challenging behaviour and discipline,  
parent relationships, and parents’ role and self  
concept in the past year.

Men, grandparents, single parents, non-custodial 
parents and callers contacting Parentline a number 
of times also have very different issues to the  
average Parentline caller. 
 

b �Men are more likely to seek help about contact/ 
access, family law and parent relationships.

b �Grandparents are significantly more likely to seek 
help about child abuse and family law issues.  

b �Single-parents are significantly more likely to seek 
help about contact and access issues, family law, 
their own mental or emotional health and their  
parenting role or self-concept (when compared  
with calls from families with two parents).

b �Non-custodial parents are significantly more  
likely to seek help about contact and access issues,  
family law issues and parenting role concerns 
(when compared with custodial parents and those 
with shared custody).  

b �Clients contacting Parentline a number of times  
are significantly more likely to be seeking help 
about family law, parent relationships, parenting 
strategies, their own mental and emotional  
well-being, and issues related to their parenting  
role or self-concept.  

Parents’ concerns often change with the age of their 
children.  For instance, parenting strategies and 
concerns about parent relationships are significantly 
more prominent for families with children aged from 
birth to 9 years.  Concerns about family law issues, 
attention deficit and hyperactivity disorder, and child 
sexual development or behaviour are most common 
for families with children aged 5 to 15 years.  Parents 
of children aged over 15 years are significantly more 
likely to have concerns about the relationship with 
their child, drug and alcohol issues, and the  
emotional and mental wellbeing of their child.

Who Contacted Parentline?

* �Proportions based on telephone sessions where 
counsellors recorded background of client.

BACKGROUND	 Proportion of Calls
	 (N = 4, 523)
Indigenous	 1.2%*
CALD	 5.7%*
Other	 93.1%*	
Total	 100%
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Table 3 Geographic location of callersWhat is their family structure?

Callers were mostly from single parent (43%)  
or two-biological parent families (39%).   
A smaller proportion of clients were from two-parent 
blended families (16%). 

The remaining 2% of callers were extended family 
members or had another relationship to the family. 
These client characteristics have remained essentially 
unchanged across the years of operation.  

Most families had one (41%), two (32%) or three 
(16%) children. However, having four or more children 
was not uncommon (11%). 

Most Parentline clients (73%) phoned with concerns 
about a child – 51% regarding a female child and 49% 
concerning a male child.  Ages ranged from newborn 
babies up to adult children. Table 2 outlines  
the spread across age ranges.

Table 2 Age of caller’s children

Where did they phone from?

The majority of calls (97%) were from Queensland 
residents, 2% from Northern Territory residents.  
The remaining 1% of calls were made from people  
in other Australian states.

All Parentline calls are directed to BoysTown’s  
counselling centre in Brisbane. Of calls from  
Queensland, 71% were from the South East region. 
Additionally, 79% of Northern Territory calls were 
from Darwin or its satellite city of Palmerston.  
The remaining calls were received from regional  
areas (see Table 3).  

queensland	 Proportion of Calls
	 (N = 5,366)
Brisbane 	 45%
Gold Coast Region 	 11%
Ipswich Region 	 9%
Sunshine Coast Region	 7%
North Coast Region 	 6%
Toowoomba Region	 6%
Cairns Region 	 5%
Townsville Region	 4%
Rockhampton Region 	 3%
Mackay Region	 3%
Mt Isa Region	 <1%

northern	 Proportion of Calls
territory	 (N = 124)
Darwin 	 70%
Alice Springs Region	 14%
Palmerston	 9%
Top End Region	 6%
Katherine Region	 1%

Note: Age of children was not recorded for all calls.

Note: The geographic location was not recorded for all callers

Agegroup	 Proportion of Calls
	 (N = 7, 844)
0-4 years	 24%
5-9 years	 19%
10-14 years	 29%
15-18 years	 22% 
Adult offspring	 6%
Total	 100%
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Parentline counsellors spent an average of 28 minutes 
with clients during telephone counselling sessions, 
with the duration of calls ranging from one minute to  
two hours depending on the client’s needs.   

The 15 most frequent concerns for parents, carers and 
family members that contacted Parentline in 2007 are 
shown in Figure 1 along with comparison data for the 
2001–2006 period.

Figure 1: Main Concerns 2007

 

Remarkably, the top concerns faced by callers  
to Parentline have remained consistent since the  
service began in 1996.  In summary, the major  
concerns of parents and carers have related to:

b ��Parenting strategies
b ��Enhancing parent-child relationships
b ��Challenging behaviour and discipline
b ��Relationships between parents
b ��Caring for infants
b ��The mental and emotional well-being of  

children and parents
b ��Custody or family law issues
b ��Concerns about child abuse
b ��Contact and access

However some key trends have emerged.  
The significant changes are:

b ��Family law, parent-child relationship issues,  
parent/other relationship concerns  
(i.e. relationships other than with children or other 
parent), and infant care and development concerns 
increased significantly during 2007

 b ��Concerns about relationships between parents,  
parenting role and self-concept dropped  
significantly in 2007

Challenging behaviour and discipline

Whilst the number of calls about managing  
behaviour and discipline of children decreased 
slightly during 2007, it remained the top concern  
presented by Parentline callers. This problem type  
represents concerns about responding to children’s 
behaviours and seeking help with discipline.   
This includes parents’ perception of challenging,  
disruptive or offensive behaviours  
ranging from temper tantrums, head banging,  
inappropriate attention-seeking, deliberate  
rule-breaking and/or disobedience.   
Table 4 outlines the nature of these calls.

Table 4 �Calls relating to challenging  
behaviours and discipline

Concerns about children’s behaviour and discipline 
were most prominent for families with children 
aged up to 18 years.  Callers were most likely to be  
custodial parents (86% compared with 76% across 
all problem types) and lower representation of 
single-parents was found (36% compared with  
43% across all problem types). Callers seeking  
assistance with these issues were most often  
first-time Parentline clients (71%), with a child 
aged between 10 and 14 years (34%).

Main Concerns

Mental and/or emotional 
wellbeing of child

Challenging behaviour 
and discipline

Mental and/or emotional 
wellbeing of parent

Parent-child 
relationships

Runaway

Sexual behaviour

Family law

Parenting 
strategies

Child abuse

Parent 
relationships

Contact

Parent-other 
relationships

Infant care

  2001 - 2006
  2007

Parenting role/
self concept
Child-other 

relationship

0 42
%

4.3%

11.9%

4.1%

11.8%

2.8%

10.4%

4%

10.8%

3%

8%

3.1%

7.9%

3.6%

6%

2.7%

5.7%

2.1%

4.2%

2.4%

5%

2.3%

4.6%

2.2%

4.2%

2.9%
2%

1.8%
1.7%

1.5%
1.7%

6 8 10 12 14

Nature of Calls	 % of Calls
	 (n = 1,260)
Ongoing behaviour/  
discipline problems	 40%
Significant distress and/ 
or severe problem behaviour	 22%
Intermittent behaviour/  
discipline problems	 19%
Not coping and in need of  
referral/support	 10%
Seeking information	 9%
Total	 100%
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Parent-child relationships

Concerns about the relationship between  
the parent (or prime carer) and their children also 
dropped slightly in 2007, however, it remained  
the second most common reason for contacting  
Parentline.  Issues such as communication  
difficulties, arguments and interpersonal conflict  
are common themes.  This category also includes 
concerns about the relationship between a child  
and the caller’s partner/ex-partner. Table 5 outlines 
the nature of these calls.

Table 5 Calls relating to parent-child relationships

This was the top concern for callers regarding their 
relationship with a female child, as well as the  
number one issue for those phoning about their 
relationship with children aged 15 years and greater.  
Parent-child relationship concerns were also the most 
common concern for single parents, non-custodial 
parents, grandparents and Indigenous callers.   
Most calls were in relation to a female child (59%) 
and from first-time callers (60%). 

Parenting strategies

These concerns are in relation to the client’s need  
to explore parenting strategies and disciplinary  
techniques. Table 6 outlines the nature of these calls.

Table 6 Calls relating to parenting strategies

Parenting strategy concerns were more likely  
to be from parents and carers regarding children  
aged up to 9 years of age (59%), as well as from  
two-parent families (61% compared with 55%  
across all calls), and first time callers (59%).   
Single parents were less inclined to contact  
Parentline regarding these issues (38% compared 
with 43% across all calls).

Parent relationships

Parent relationship concerns include problems  
between the caller and their partner and/or  
ex-partner.  The amount of parent relationship  
concerns presented to Parentline decreased  
significantly in 2007, however, it continues  
to remain the fourth most common concern by  
callers. Table 7 outlines the nature of these calls.

Table 7 Calls relating to parent relationships

Nature of Calls	 % of Calls
	 (n =1,157)
Seeking Information	 7%
Occasional problems with  
communication	 18%
Ongoing problems with  
communication	 33%
Conflict causing major concern	 27%
Severely distressed with  
the situation	 15%
Total	 100%

Nature of Calls	 % of Calls
	 (n =606)
Awareness of relationship problems	 9%
Conflict over children/  
parenting strategies	 14%
Concern about the effect of  
relationship problems on family	 11%
Significant relationship  
difficulties causing distress	 22%
Relationship breakdown/  
separation/divorce	 44%
Total	 100%

Nature of Calls	 % of Calls
	 (n =842)
Seeking information	 16%
Unsure about own strategies	 23%
Managing, but seeking new strategies	 42%
Major difficulties, current strategies  
not working	 15%
Severe distress, not coping	 4%
Total	 100%
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Table 9 �Calls relating to mental and/or  
emotional health of a child

The number of these calls to Parentline increased 
during 2007 compared with 2006 figures.  
Calls were most often first-time clients (66%). 
Custodial parents made the majority of calls and 
grandparents were proportionally more likely to 
seek help about this issue (6% compared with 4% 
across all calls).  40% of all calls were in relation to 
children aged 15 years and older, and callers aged 
50 years or more were over-represented in this  
category (22% compared with 16% across all calls).

Males had a greater representation in parent  
relationship concerns (19% compared with 13% 
across all calls), making it the second most common 
reason males contacted Parentline. A third of callers 
with concerns about parent relationships had a child 
under the age of 5 years, and 17% were parents who 
had shared custody of their child, in comparison with 
8% across all calls. In addition, single-parent callers 
were over-represented within this problem category 
(48% compared to 43% across all calls).  

Infant care and development

The majority of infant care and development concerns 
relate to feeding, sleeping, crying, toileting, growth 
and milestones in the first five years of life. Table 8 
outlines the nature of these calls.

Table 8 �Calls relating to infant care  
and development

Clients seeking help about infant care and  
development were most likely to be first-time  
callers, female, and the custodial parent.

b ��84% were first-time callers to Parentline, compared 
with 60% across all calls

b ��92% were female compared with 87% across all 
problems

b ��93% were custodial parents and/or carers,  
compared with 76% across all calls

b ��90% were from a family with two parents, compared 
with 55% across all calls

Mental and/or emotional health of a child

This problem type relates to concerns about the  
mental health or emotional well-being of children  
and can include changes in their child’s behaviour  
or ways of interacting and may relate to issues  
such as grief, loneliness, eating disorders, 
schizophrenia or depression. Table 9 outlines  
the nature of these calls.

Nature of Calls	 % of Calls
	 (n =533)
Enquiry	 53%
Coping but seeking support	 14%
Seeking new strategies	 23%
Tiredness affecting parenting	 7%
Not coping	 3%
Total	 100%

Nature of Calls	 % of Calls
	 (n =446)
Enquiry about child’s mental/ 
emotional state	 17%
Concern over recent change in  
child’s behaviour	 21%
Concern for child with ongoing  
mental/emotional problems	 45%
Difficulties coping with mentally/ 
emotionally ill child	 14%
Severe distress, requires urgent  
intervention/referral	 3%
Total	 100%
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Mental and/or emotional health  
of a parent

This problem type relates to concerns about the 
mental health or emotional well-being of the caller, 
another parent or carer.  Table 10 outlines the nature  
of these calls.

Table 10 �Calls relating to mental and/or  
emotional health of a parent

 
 

Single parents, females, and clients who have 
called before had a greater representation  
in concerns about parent’s mental health  
or emotional well-being:

b ��52% were single-parents compared  
with 43% across all problems

b ��93% were female compared  
with 87% across all problems

b ��61% had called Parentline before,  
compared with 40% of all calls

Custodial parents were proportionally more likely  
to seek help about this issue (82% of calls from  
custodial parents, compared with 76% across all 
calls), as well as callers aged 30 years or less (14% 
compared with 11% across all calls).  

Family law

Family law concerns include any family law matters, 
the process or outcomes of family court action or 
other issues related to family court decisions.   
Table 11 shows the nature of these calls.

Table 11 Calls relating to family law

Calls regarding family law concerns increased  
by 16% during 2007 compared with 2006.   
The majority of calls were from single-parents 
(74%) and most often in relation to children  
younger than 15 years (95%).  Males, non- 
custodial parents and grandparents also had  
a greater representation in family law concerns:

b ��25% were males compared with 13% across  
all problems

b ��15% were non-custodial parents compared  
with 6% across all problems

b ��5% were grandparents compared with  
4% of all calls

Child abuse

Calls to Parentline about child abuse issues related  
to sexual abuse (45%), physical abuse (20%),  
neglect (18%) and emotional abuse (17%).  

Child abuse concerns mostly related to children 
younger than 15 years (90%), with 60% younger 
than 10 years of age.  First-time clients,  
non-custodial parents, grandparents, parents  
from blended families, other relatives, neighbours 
and friends had a greater representation  
in concerns about child abuse:

b ��While child abuse concerns were most commonly 
from single-parent families (42%), more blended 
families (24%) and extended families (3%) made 
contact about this issue than across all problem 
types

b ��While custodial parents made the majority of these 
calls (48%), grandparents (14%), non-custodial 
parents (9%), other relatives (7%) and neighbours 
(3%) made proportionally more child abuse calls 
compared with other problem types

b ��First-time callers were also significantly more likely 
to be concerned about this issue (75% compared 
with 60% across all calls)

Table 12 shows the nature of these calls

Table 12 Calls relating to child abuse

Nature of Calls	 % of Calls
	 (n =443)
Seeking information	 11%
Dealing with issues from own childhood	 8%
Coping but needing support/strategies	 46%
Problem interferes with parenting	 29%
Needs urgent intervention or referral	 6%
Total	 100%

Nature of Calls	 % of Calls
	 (n =326)
Enquiry, suspected abuse	 38%
Unsure how to support abused child	 33%
Concern for child currently at risk  
of abuse	 10%
Distress over ongoing abuse	 15%
Severe distress, urgent intervention/  
referral required	 4%
Total	 100%

Nature of Calls	 % of Calls
	 (n =428)
Enquiry about family law	 41%
Concerned about the process or  
outcomes of mediation/ counselling	 12%
Difficulties with receiving or paying  
child support/ maintenance	 1%
Ongoing family law matters	 23%
Unresolved, dissatisfied with  
court decision	 23%
Total	 100%
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There were significant differences in the issues 
that concern male callers.  Males (mostly fathers) 
were more likely than females to seek help about 
contact and access issues, family law and parent 
relationships (see list below).  

It is important to note that male callers were more 
likely (than female callers) to be experiencing shared 
parental custody or had no custodial rights at all. 
Fifty-seven percent of males reported being  
a custodial parent compared with 79% of female 
callers, 19% shared custody of their child versus  
6% of females, and 16% reported a non-custodial 
relationship with their child compared with  
5% of female callers.  

Top 10 concerns of male callers

1. 	 Parent-child relationships
2. 	 Parent relationships
3. 	 Challenging behaviour and discipline
4. 	 Parenting strategies
5. 	 Family law
6. 	 Contact and access issues
7. 	 Mental and/or emotional health of a child
8. 	 Child abuse
9. 	 Infant care and development
10. 	 Runaway/left home

Females were more likely than males to seek help 
about challenging behaviour and discipline, infant 
care and development as well as their own mental 
and emotional well-being (see list below).

Top 10 concerns of female callers

1. 	 Challenging behaviour and discipline
2. 	 Parent-child relationships
3. 	 Parenting strategies
4. 	 Parent relationships
5. 	 Infant care and development
6. 	 Mental/emotional health of a parent
7. 	 Mental and/or emotional health of a child
8. 	 Family law
9. 	 Child abuse
10. 	 Parent-other relationship

Contact and access issues

This problem type represents concerns about  
arrangements for contact or access with children, 
including difficulty agreeing on or maintaining access 
arrangements with other parents, family members,  
or a child protection agency. Table 13 shows the  
nature of these calls.

Table 13 �Calls relating to contact and  
access issues

Custody and access concerns mostly related  
to children younger than 15 years (96%), with 64% 
in relation to children younger than 10 years  
of age.  Fathers, single parents, non-custodial  
parents, parents with shared custody and  
grandparents had a greater representation  
in concerns about contact and access:  

b ��33% were male (mostly fathers), compared with 
13% across all problems

b ��68% were single-parents compared with 43% across 
all problems

b ��26% were non-custodial parents, compared with  
6% across all problems

b ��28% were parents with shared custody, compared 
with 8% across all problems

b ��8% were grandparents, compared with 4% across  
all problems

Nature of Calls	 % of Calls
	 (n =288)
Seeking information	 18%
No contact/access arrangements  
in place	 17%
Occasional difficulties with access	 10%
Ongoing difficulties	 36%
Continual lack of contact	 19%
Total	 100%

Are Men’s Issues  
Different?
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The issues about which callers contact  
Parentline also differ according to the age  
of the child of concern:

b ��Virtually all calls about infant care and post-natal 
adjustment were from parents with children aged 
less than 5 years 

b ��Parenting strategies and concerns about parent 
relationships were significantly more prominent for 
families with younger children, aged up to 9 years 

b ��Concerns about behaviours and discipline were 
most prominent for families with children aged 
between 10 and 18 years 

b ��Child abuse, contact and family law issues were 
most prominent for families with children younger 
than 15 years

b ��As children get older, there was a significant  
increase in the concerns about parent-child  
relationships  

b ��Parents of older children (above 15 years) were 
significantly more likely to have concerns about 
children’s relationships with others, runaway  
or children leaving home, and suicidal or risk-taking 
behaviour of their child

The top 10 concerns  
for each age group  
are as follows:
Children 0-4 years

1. 	 Infant care and development
2. 	 Challenging behaviour and discipline
3. 	 Parenting strategies
4. 	 Parent relationships
5. 	 Child abuse
6. 	 Contact and access issues
7. 	 Family law
8. 	 Mental and/or emotional health of a parent
9. 	 Illness/disability of child
10. 	 Parenting role/self-concept

Children 5-9 years

1. 	 Challenging behaviour and discipline
2. 	 Parenting strategies
3. 	 Parent relationships
4. 	 Parent-child relationships
5. 	 Child abuse
6. 	 Family law
7. 	 Contact and access issues
8. 	 Mental and/or emotional health of a parent
9. 	 Mental and/or emotional health of a child
10. 	 Sexual behaviour

Children 10-14 years

1. 	 Challenging behaviour and discipline
2. 	 Parent-child relationships
3. 	 Parenting strategies
4. 	 Family law
5. 	 Mental and/or emotional health of a child
6. 	 Parent relationships
7. 	 Child runaway and/or leaving home
8. 	 Child abuse
9. 	 Mental and/or emotional health of a parent
10. 	 Contact/access issues

Children 15-18 years

1. 	 Parent-child relationships
2. 	 Challenging behaviour and discipline
3. 	 Child runaway/leaving home
4. 	 Mental and/or emotional health of a child
5. 	 Parenting strategies
6. 	 Mental and/or emotional health of a parent
7. 	 Child drug/alcohol use
8. 	 Parent relationships
9. 	 Child-other relationships
10. 	 Violent behaviour of child

Adult children

1. 	 Parent-child relationship
2. 	 Mental and/or emotional health of a child
3. 	 Child drug/alcohol use
4. 	 Mental and/or emotional health of a parent
5. 	 Child-other relationships
6. 	 Challenging behaviour and discipline
7. 	 Parenting strategies
8. 	 Suicide
9. 	 Parent role/self-concept
10. 	 Parent-other relationships 

Do Parent’s Concerns 
Change as Children Age?
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Single-parents were significantly more likely to seek 
help from Parentline about contact and access issues, 
family law, employment and financial issues, their 
own mental or emotional health and their parenting 
role or self-concept (when compared with calls from 
families with two parents). The following table  
presents the top 10 concerns for single-parents.

Top 10 concerns of single parents

1. 	 Parent-child relationships
2. 	 Challenging behaviour and discipline
3. 	 Parenting strategies
4. 	 Parent relationships
5. 	 Family law
6. 	 Mental and/or emotional health of a parent
7. 	 Contact and access issues
8. 	 Mental and/or emotional health of a child
9. 	 Parent role/self-concept
10. 	 Runaway

Are Grandparent’s Issues 
Different?
Grandparents were significantly more likely than  
parents or carers to seek help from Parentline about 
child abuse, contact and family law issues, and the 
mental and emotional well-being of children.   
The following list presents the top 10 concerns  
for grandparents.

Top 10 concerns of grandparents

1. 	 Parent-child relationships
2. 	 Challenging behaviour and discipline
3. 	 Child abuse
4. 	 Mental and/or emotional health of a child
5. 	 Contact and access issues
6. 	 Family Law
7. 	 Parenting strategies
8. 	 Drugs and alcohol
9. 	 Parent relationships
10. 	 Mental and/or emotional health of a parent*
10. 	 Infant care *
* These two issues were ranked equal tenth.

Are Single-Parent Issues 
Different?

Aboriginal and Torres 
Strait Islander Parent  
Issues

During 2007, Parentline counsellors engaged in 
56 counselling sessions with callers who identified 
themselves as Indigenous.  The main issues  
presented by these clients were parent-child  
relationship concerns, parental relationship  
concerns and concerns about managing children’s 
discipline or behaviour.  The following list presents 
the top 10 concerns for this group during 2007.

Top 10 concerns of Indigenous clients 

1. 	 Parent-child relationships
2. 	 Challenging behaviour and discipline
3. 	 Runaway
4. 	 Child abuse *
4. 	 Parent relationships *
4. 	 Parenting strategies *
7. 	 Mental and/or emotional health of a child +
7. 	 Contact and access issues +
7. 	 Domestic violence +
7. 	 Mental and/or emotional health of a parent +
* These three issues were ranked equal fourth.
+ These four issues were ranked equal seventh.

Culturally and  
Linguistically Diverse  
Parent Issues?
During 2007, Parentline counsellors engaged in 260 
counselling sessions with callers who identified as 
belonging to a culturally and linguistically diverse 
background (CALD). These clients were significantly  
proportionally more likely to seek help about 
parent-child relationship concerns (when compared 
with other clients).  The following list presents the 
top 10 concerns for this group during 2007.

Top 10 concerns of CALD clients

1. 	 Parent-child relationships
2. 	 Challenging behaviour and discipline
3. 	 Parenting strategies
4. 	 Parent relationship
5. 	 Mental and/or emotional health of a parent 
6. 	 Family law 
7. 	 Mental and/or emotional health of a child *
7. 	 Child abuse *
7. 	 Infant care *
10.	 Contact and access issues 
* These three issues were ranked equal seventh.
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Non-custodial parents were significantly more  
likely to seek help from Parentline about contact  
and access issues, family law issues, child abuse,  
parent role and self concept issues and employment 
or financial issues (when compared with custodial 
parents and those with shared custody).   
The following list presents the top 10 concerns  
for non-custodial parents.

Top 10 concerns of non-custodial parents

1.	 Parent-child relationships
2. 	 Contact and access issues
3. 	 Family law
4. 	 Parent relationships
5. 	 Parenting strategies
6. 	 Child abuse *
6. 	 Parent role/self concept *
8. 	 Challenging behaviour and discipline +
8. 	 Mental and/or emotional health of a parent +
8. 	 Mental and/or emotional health of a child +
* These two issues were ranked equal sixth.
+ These three issues were ranked equal eighth. 

Ongoing Counselling and 
Intensive Support
Over the past year, a significant proportion (60%)  
of counselling and support provided by Parentline 
was with first-time clients.  There are differences in 
the issues that parents seek help about once and 
those issues that are likely to involve multiple  
telephone calls.  First-time callers were significantly 
more likely than clients who have called before to 
seek help about children’s behaviour or discipline,  
the mental and emotional well-being of children,  
child abuse, postnatal issues, or infant care and  
development.  The following list presents the top  
10 concerns for first-time clients of Parentline.

Top 10 concerns of first-time callers

1. 	 Challenging behaviour and discipline
2. 	 Parent-child relationships
3. 	 Parenting strategies
4. 	 Infant care and development
5. 	 Parent relationships
6. 	 Mental and/or emotional health of a child
7. 	 Family law
8. 	 Child abuse
9. 	 Mental and/or emotional health of a parent 
10. 	 Contact and access issues 

Non-Custodial Parent  
Issues

A unique feature of Parentline is the ability  
to provide ongoing counselling and support  
and allow clients to reconnect with the same  
counsellor over a period of time.  

Clients contacting Parentline a number of times were 
significantly more likely to be seeking help about  
parent relationships, family law, their own mental 
and emotional well-being and issues related to their 
parenting role or self-concept.  The following list  
presents the top 10 concerns for Parentline clients 
who have called before.

Top 10 concerns of repeat callers

1. 	 Parent-child relationships
2. 	 Parenting strategies
3. 	 Challenging behaviours and discipline
4. 	 Parent relationships
5. 	 Mental and/or emotional health of a parent
6. 	 Family law
7. 	 Mental and/or emotional health of a child
8. 	 Parent role/self-concept
9. 	 Contact and access issues
10. 	 Parent-other relationship
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Referral to Other Services
Data Collection and  
Limitations

Parentline counsellors are supported by an extensive 
database of support services.  The database lists 
services for parents and children such as child health 
services, family counselling services, clinical services 
for behaviour management, child care and parent 
support groups.  The database allows counsellors to 
quickly identify relevant services within the caller’s 
local community.  

Counsellors were able to directly assist 60% of 
Parentline clients without referring them to another 
agency. Twenty-seven percent of counselling sessions 
resulted in the client being referred to another service 
for ongoing support. 

A further 11% of Parentline clients were referred to 
their doctor, counsellor, mental health worker or other 
non-specific referral.  In 1% of sessions, counsellors 
were unable to provide a referral because either no 
appropriate service was available or the client  
finished the session before a referral could be made.

Parentline counsellors record non-identifying  
information at the end of every telephone session. 
There are a maximum of 33 different fields where 
data may be logged, however only 12 are  
mandatory (date, time, length of session, state/ 
territory, ethnic background, first time caller  
or ongoing caller, main problem, problem severity,  
referral given, whether the client had current 
thoughts of suicide, whether the Triple P Parenting 
Program was involved in the call, and whether the 
counsellor made the call to the client).  

Ideally counsellors enter information for each field, 
however, in reality the amount of information  
recorded about each session varies due to the  
following reasons:

b ��Anonymity – Parentline markets itself as an  
anonymous service - frequently clients choose not 
to reveal details of themselves, particularly those 
that in their view might lead to identification

b ��Sensitivity of information – the nature of some 
contacts is such that direct information gathering 
is either contraindicated or proves difficult

b ��The length or nature of the call – is such that even 
basic data collection is impossible or irrelevant

Other issues that need to be considered in relation 
to the data within this report include:

b ��Repeat contacts – parents and families are free  
to use the service as often as they need. Therefore, 
data reported may include repeat contacts made  
by individuals across a period of time 

b ��Multiple problems – many parent’s issues are  
multifaceted, spanning across more than one of  
the 40 problem types. Counsellors record the one 
problem type on which most of the counselling  
time was spent.

b ��Missing data - Parentline has adopted a policy  
of recording data in each field in such a way  
as to identify incomplete or blank responses.   
All statistical information reported is, therefore, 
based only on those instances for which the field 
has been completed.

b ��Statistical significance - all stated data  
comparisons have been assessed against  
a 95% confidence interval.

©  This information may be re-used, copied or distributed on 
the condition that it is sourced to BoysTown/Parentline and is 
not used out of context.  For up to date information, visit our 
website  www.parentline.com.au
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BoysTown is a company limited by guarantee.

ABN number 11 102 379 386

BoysTown 
Suite 9, BoysTown Business Centre
Black Street, Milton QLD 4064

Postal address
PO Box 2000, Milton QLD 4064

Telephone: 07 3368 3399
Fax: 07 3367 1266

Email: boystown@boystown.com.au
Website: www.boystown.com.au

Parentline 
1300 30 1300

The service operates between 8am-10pm,  
seven days a week for the cost of a local call.

Parentline is a service of BoysTown




