






Kids Helpline counsellors record non-identifying information at the

end of every telephone or online session. There are a maximum 

of 32 different fields where data may be logged. However, only 10 

are mandatory (including date, time, length of session, cultural 

background, frequency of contact, main problem, problem severity,

outcome, whether the session related to suicide in any way 

and whether the client engages in self-injury).

Ideally counsellors enter information for each field. In reality, 

however, the amount of information recorded about each session

varies due to the following reasons:

Privacy and Confidentiality – Kids Helpline markets itself to

young people as a private and confidential service – frequently

clients choose not to reveal details of themselves, particularly

those that might in their view lead to identification.

Sensitivity of information – the nature of some contacts is such

that direct information gathering is either 

contraindicated or proves difficult.

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:

Repeat contacts – children and young people 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. Indeed, 

for many young people, the sense of connectedness Kids 

Helpline provides is a key preventative tool for serious issues 

such as mental health and self-harm.

Multiple problems – many young people’s issues are 

multifaceted, spanning across more than one of the 35 

problem types. Counsellors record the one problem 

type on which most of the counselling time 

was spent. 

Missing data – Kids Helpline has adopted 

a policy of recording data in each field in 

such a way as to identify incomplete, 

unknown or blank responses. All statistical 

information reported is therefore based on 

those instances where the information is known.

Statistical significance – all stated data comparisons 

have been assessed against a 95% confidence interval.

N o t e s

42 43
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Kids Helpline welcomes feedback about this Overview and would be pleased 

to hear of your ideas for useful information for inclusion in future editions.
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