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Abstract  This study was undertaken to investigate the experiences of counselors conducting
psychological counseling on online platforms. We divided the functions provided by platforms by stage
and asked counselors to rate their satisfaction levels and importance of each function. In addition,
opinions on factors affecting online psychological counseling were collected. A total of 40 counselors
participated. Counselor satisfaction was highest with the message to close the chat window and lowest
for the client 'counselor evaluation' function. Counselors and service exposure screens and voice
counseling functions were derived as concentration area derived through IPA, and the client 'counselor
evaluation' function with lowest satisfaction was a low priority area. On the other hand, reservation
management, video consultation, frequently used phrases, and end-to-end information message
functions had high satisfaction and importance ratings and were classified into maintenance and
reinforcement areas. Regarding functions that should be added to online psychological counseling,
opinions ranged from expansions of the chat window function, the screen sharing function, the

reservation function, and the psychological counseling cancellation fee.
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Table 1. Questionnaire for counselor experience on online psychological counseling platform

Items

Basic information and Counseling career

What is your sex?

How old are you?

What is your final education?

What certifications do you have?

How many years of experience in face-to-face counseling?

How many years of experience in online platform psychological counseling?

How many cases of psychological counseling have you conducted on the platform?

Assuming that your average counseling case is 10, what is the proportion of online psychological counseling?

Satistaction by elements of online psychological counseling platform (5 Likert scale)

la. How satisfied are you with 'Counseling service and counselor introduction web page'?

1b. How satisfied are you with 'Counseling/Class management on homepage: Reservation management'?

1c. How satisfied are you with 'Counseling/Class management on homepage: Activity time'?

1d. How satisfied are you with 'Counseling/Class management on homepage: Curriculum management'?

- How satisfied are you with the 'Pre-interaction’ functions you answered earlier?

2a. How satisfied are you with 'Counseling-advance selling function on homepage'?

2b. How satisfied are you with 'Auto exposure text on the chatting page'?

- How satisfied are you with the 'Pre-consultation’ functions you answered earlier?

How satisfied are you with 'Counseling: Chat'?

3a.

3b. How satisfied are you with 'Counseling: Voice'?

3c. How

satisfied are you with 'Counseling: Video'?

3d. How satisfied are you with 'Frequently used phrase function' on the chatting page?

3e. How

satisfied are you with 'End-time notice message' on the chatting page?

- How satisfied are you with the 'Counseling’ functions you answered earlier?

4a. How satisfied are you with 'Counselor evaluation (service review) function'?

4b. How satisfied are you with 'Client evaluation function'?

- How satisfied are you with the 'Client-Counselor evaluation’ functions you answered earlier?

Importance of each element of the online psychological counseling platform

How

important do you

think 'Counseling service and counsellor introduction web page' is?

How

important do you

think 'Counseling/Class management on homepage: Reservation management' is?

How

important do you

think 'Counseling/Class management on homepage: Activity time' is?

How

important do you

think 'Counseling/Class management on homepage: Curriculum management' is?

How

important do you

think 'Counseling-advance selling function on homepage' is?

How

important do you

think 'Auto exposure text on the chatting page' is?

How

important do you

think 'Counseling method: Chat' is?

How

important do you

think 'Counseling method: Voice' is?

How

important do you

think 'Counseling method: Video' is?

How

important do you

think 'Frequently used phrase function' on the chatting page is?

How

important do you

think 'End-time notice message' on the chatting page is?

How

important do you

think 'Counselor evaluation (service review) function' is?

How

important do you

think 'Client evaluation function' is?

Qualitative questions about online psychological counseling platform

What do

think are

the characteristics

you of a counselor that positively affect the progress of online counseling?

What do you think are the characteristics of a counselor that negatively affect the progress of online counseling?

What do you think are the characteristics of a client that positively affect the progress of online counseling?

What do you think are the characteristics of a client that negatively affect the progress of online counseling?

What do you think are the characteristics of platform functions that positively affect the online counseling?

What do you think are the characteristics of platform functions that negatively affect the online counseling?
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Informations
Sex, female % 65
Age, M(SD) 40.0(6.30)
Education level, n(%)
Master’s Courses 2(5.0)
Master 22(55.0)
Doctoral Course 12(30.0)
Ph.D. 4(10.0)
Certification, 12(%)
Counseling specialist, Grade 1 2(2.3)
Counseling specialist, Grade 2 2(2.3)
Counseling psychologist, Grade 1 6(7.0)
Counseling psychologist, Grade 2 6(7.0)
Licensed clinical psychologist 30(34.9)
Mental health clinical psychologist, Grade 1 20(23.3)
Mental health clinical psychologist, Grade 2 6(7.0)
Youth counselor, Grade 1 0
Youth counselor, Grade 2 9(10.5)
Youth counselor, Grade 3 5.8
Offline psychological counseling experience(year), M(SD) 8.0(5.01)
Online psychological counseling experience(year), M(SD) 2.4(1.17)
Cases on the this platform, M(SD) 287.8(406.55)
Proportion of online counseling, % 33
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