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ABSTRACT

ONLINE COUNSELING: WHAT DO CLIENTS AND PSYCHOLOGICAL
COUNSELORS EXPERIENCE AND THINK?

PULAT, Metin
M.S., The Department of Educational Sciences, Guidance and Psychological
Counseling
Supervisor: Assist. Prof. Dr. Funda BARUTCU YILDIRIM

September 2022, 214 pages

This study examined clients' and psychological counselors' experiences, views, and
suggestions regarding online counseling. Participants were approached through
criterion sampling method. Those who experienced at least eight sessions via
videoconferencing tools were included. Participants consisted of two separate groups:
Ten clients (seven female, two male, and one non-binary) and ten psychological
counselors (five female, four male, and one queer). Data were analyzed with
interpretative phenomenological analysis. The superordinate themes that emerged for
clients were ethical considerations that clients are concerned about, experiences with
the online therapeutic process, conveniences that encourage clients to receive online
counseling, struggles that discourage clients to receive online counseling, and clients’
aspirations and suggestions to improve online counseling. Psychological counselors’
superordinate themes were lack of control over ethical issues, experiences with the
online therapeutic process, pushing the limits of creativity, conveniences that
encourage psychological counselors to provide online counseling, struggles that

discourage psychological counselors to provide online counseling, and psychological
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counselors’ aspirations and suggestions to improve online counseling. Results were

discussed with the literature, and suggestions were given.

Keywords: online counseling, ethics, therapeutic process, creativity, suggestions



0z

CEVRIM ICi PSIKOLOJIK DANISMANLIK: DANISANLAR VE PSIKOLOJIK
DANISMANLAR NE DENEYIMLIYOR VE DUSUNUYOR?

PULAT, Metin
Yiiksek Lisans, Egitim Bilimleri, Rehberlik ve Psikolojik Danismanlik Bolimii
Tez Yoneticisi: Dr. Ogr. Uyesi Funda BARUTCU YILDIRIM

Eyliil 2022, 214 Sayfa

Bu ¢alismada, danisan ve psikolojik danismanlarin ¢evrim igi psikolojik danismaya
iliskin deneyim, goriis ve Onerilerini incelenmistir. Katilimeilara 6lgiit 6rnekleme
yontemleri ile ulasilmis ve video konferans araclariyla en az sekiz oturum
deneyimleyenler dahil edilmistir. Katilimcilar, on danisan (yedi kadin, iki erkek ve bir
non-binary) ve on psikolojik danisman (bes kadin, dort erkek ve bir kuir) olmak tizere
iki ayr1 gruptan olugmaktadir. Veriler yorumlayici fenomenolojik analiz ile analiz
edilmistir. Danisanlar i¢in ortaya ¢ikan iist diizey temalar sunlardir: Danisanlarin
endise duydugu etik diislinceler, ¢evrim i¢i terapotik siiregle ilgili deneyimler,
danisanlar1 ¢evrim i¢i psikolojik danmismanlik almaya tesvik eden kolayliklar,
danisanlar1 ¢evrim i¢i danigsmanlik almaktan caydiran zorluklar ve danisanlarin ¢evrim
i¢i psikolojik danigmay1 gelistirmeye yonelik beklentileri ve oOnerileri. Psikolojik
danigmanlar i¢in, etik konular {izerinde kontrol eksikligi, cevrim i¢i terapotik siirecle
ilgili deneyimler, yaraticili§in sinirlarini zorlamak, psikolojik danigmanlar1 ¢evrim igi
psikolojik danigmanlik vermeye tesvik eden kolayliklar, psikolojik danismanlari
cevrim i¢i psikolojik damigmanlik vermekten caydiran zorluklar ve psikolojik

danigsmanlarin ¢evrim i¢i psikolojik damismanhigi gelistirmek i¢in beklentileri ve
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Onerileri list temalar1 bulunmustur. Bulgular, alanyazin esliginde tartisilmis, oneriler

sunulmustur.

Anahtar Kelimeler: ¢evrim igi psikolojik danisma, etik, terapotik siireg, yaraticilik,

Oneriler
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CHAPTER 1

INTRODUCTION

1.1. Background of the Study

Throughout history, there have been different revolutions for humanity in which we
have witnessed many breakthroughs, from the wheel's invention to artificial
intelligence. One may say that when these inventions entered our lives, people's living
habits certainly changed. There is a slight suspicion that the internet led to the
construction of new age, not only in information technologies but also in the business
world (Baker & Ray, 2011). The working habits (Nie & Erbring, 2002) and the social
and economic components (Rajani & Chandio, 2004) have been transformed. Also,
romantic relationships (Pauley & Emmers-Sommer, 2007), friendship (Briggle, 2008),
and the way people experience their lives in many other events may be affected by this
change. So, when we look at the past years, the internet has been the most influential
product in information delivery (Barak & Grohol, 2011). Presenting mental health
services was also driven by the current development of the internet (Baker & Ray,
2011). The technological revolution resulted in opportunities in mental health services
regarding flexibility, affordability, and accessibility (Heinsch et al., 2021). Therefore,
two necessary conditions might emerge, quality of the technology and the internet as

essential dimensions in the online counseling process.

The interest in online counseling as a new service has led to divergence among experts.
Some experts have embraced its potential benefits; in contrast, others have withdrawn
because of the limitations of online counseling (Agathokleous & Taiwo, 2022). There
are currently different modalities like synchronized chat, videoconferencing, text
messages, and asynchronized e-mail (Lau et al., 2013). These various online services
are conceptualized in Suler's (2000) work. In this study, Suler (2000) stated that online

communication could be experienced in different dimensions. One of these
1



dimensions can be composed of synchronous and asynchronous. The provider and the
receiver communicate with each other at the same time in synchronous
communication. Asynchronous communication is not happening at the same time.
(Suler, 2000). Therefore, considering the available formats (e.g., e-mail,

videoconferencing), timing is critical in separating the types of online counseling.

Online counseling literature consists of commentaries and evidence-based studies,
leading to enmeshed research conclusions. This issue may be because online
counseling practices were widely discussed before implementation. At the same time,
many researchers and practitioners have discussed how technology might be suitable
for psychotherapy practices over the past years (Rochlen et al., 2004). It may not be
wrong to say that defining online counseling services has created confusion and led to
debate (Lau et al., 2013; Rochlen et al., 2004). For instance, different terms were used
to describe online counseling, such as e-therapy, cybertherapy, e-mail therapy, web
counseling, cyber counseling, internet therapy, and online therapy (Alleman, 2002;
Beidoglu et al., 2015; Lau et al., 2013). Mallen and Vogel (2005) described online
counseling as any behavioral and mental health service which includes consultation,
psychotherapy, and psychoeducation. Also, Licensed professionals conduct it with the
clients via technological communication tools (Mallen & Vogel, 2005). One of the
recent studies that investigated professionals' views and experiences used the term
videoconferencing technology in their study (Knott et al., 2020). This example may
also indicate confusion. These various terms and explanations and the effects of
technological enhancement on online counseling might cause more changes in
definition and use. One of the examples of this argument is avatar counseling, a newly
emerged type in which individuals use visual self-representations by creating
appearances with humans, animals, or creatures (Witt et al., 2016). Therefore, these

might show that online counseling is a very fluid mechanism rather than a static one.

Early topics in online counseling were mainly its ethical aspects and the therapeutic
effectiveness, challenges, and opportunities (e.g., Mallen et al., 2005; Skinner & Zack,
2004). Ethical issues in online counseling were one of the primary concerns. Heinlen
et al. (2003) show that websites that provide online counseling services are inadequate

in terms of ethical demands because psychological counselors' qualifications could not

2



meet the %50 of ethical standards of the National Board for Certified Counselors. In
addition, Maheu and Gordon (2000) stated that more than half of the sample in their
study did not use any form of informed consent. At the beginning of the online
counseling sessions, the consent form could help psychological counselors and their
clients on various issues (e.g., harming themselves and others). However, more than
70 percent of the respondents lack ethical knowledge, and more than 50 percent do not
know what to do about crisis interventions in online counseling (Maheu & Gordon,
2000). Typically, in face-to-face sessions, professionals with a counseling background
use this form for professional and ethical practice in providing help. So, they show that
this crucial implementation is lacking in the participants of this study.

Ethical issues in online counseling are still an ongoing debate. Confidentiality,
privacy, information security, competency, communication issues, and crisis
intervention were top problems in a recent literature review (Stoll et al., 2020). Apart
from these concerns, Stoll et al. (2020) showed that the “research gap in online
counseling™ is another frequent and top issue discussed by authors before a crisis.
Consequently, this revealed that the knowledge and research results in online
counseling are limited, especially in terms of efficacy, effectiveness, and long-term
consequences of online counseling compared to the face-to-face modality (Richards
& Vigano, 2013; Stoll et al., 2020). These research gaps are probably affected by the
dynamic nature of technology. The more technology changes and improves, the more
online counseling service delivery may modify itself. As a result, the long-term online

counseling process and its effectiveness need to be investigated.

The therapeutic effectiveness of online counseling services was still debated, although
early literature considered this topic. For instance, Cook and Doyle (2002) state that
comparison between online (e-mail and chat) and face-to-face modalities do not differ
from each other in terms of setting tasks, establishing bonds, and meeting goals in the
counseling with the issues of anxiety, depression, relationship issues, family topics,
school problems, dependency issues, and grief/loss. These problems were studied
comparatively with the technology of that time. So, it was suggested that online and
face-to-face counseling comparability should be systematically discovered regarding

different technologies, various mental issues, and symptoms (Stoll et al., 2020).
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Before the pandemic, Amanvermez (2015) compared the studies in USA and Tiirkiye
and showed that client perspectives in online counseling are less frequently studied in
Turkish literature. So, more evidence-based research should address adaptability and
effectiveness in Turkish culture (Amanvermez, 2015). Therefore, this brings us to the
conclusion that the effectiveness of online counseling could be well-understood not
only by considering psychological counselors but also by client accounts.

Likewise, online counseling literature faces the barriers of not having a suitable
theoretical framework. This claim was reflected in many other researchers' works
(Childress, 2000; Cipoletta & Mocellin, 2018; Piri, 2011; Richards & Vigano, 2013).
Few studies studied online counseling by utilizing a theoretical framework that is
related to technology, such as the Technology acceptance model (Venkatesh et al.,
2016), Theory of planned Behavior (Ajzen, 1991), and Actor-network theory (Latour,
1996), (see Békés et al., 2020; Heinsch et al., 2021; Erdem et al., 2018; Heinsch et al.,
2021; Lazuras & Dokou, 2016; MacMullin et al., 2020).

In this study, Actor-Network Theory was adopted as a theoretical framework. Actor-
Network Theory is a theory that aims to explain the relationship within a network
system, including human and non-human employers within the network structure
(Latour, 1996). The crucial characteristic of Actor-Network Theory in information
systems is that Actor-Network Theory can clarify a system with all its elements
without differentiating between living and non-living things (Seker, 2014). For
instance, Actor-Network Theory presents a very suitable structure for studying
systems having boundaries between people and machines or artificial intelligence or
examining information systems that include human-based as well as software and
hardware items (Seker, 2014). As there is limited research in online counseling within
a framework, more evidence-based research embodied with a theory could be

supportive of filling the research gaps in the online counseling literature.

To conclude, online counseling has been discussed within a similar context in the past,
and the issue, including ethics, the therapeutic relationship, advantages, and
disadvantages, are still contradictory because some positives might not be suitable for

others and vice versa. Also, since technology development is not a stable activity,
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building a therapeutic relationship and ensuring ethical conduct over the internet might
be influenced by this dynamism. By addressing more evidence-based research,
adopting a theoretical framework, and employing a long period of experience in
counseling comparatively, the contribution to online counseling literature might be

achieved.

1.2. Purpose of the Study

The primary purpose of the study is to examine the views, experiences, and
suggestions of clients and psychological counselors who have experience in online
counseling via videoconferencing tools on online counseling. More specifically, their
experiences with online counseling, challenges, concerns regarding online counseling,
views on advantages, disadvantages, and feasibility of online counseling, and

suggestions for increasing the effectiveness of online counseling were searched.

1.3. Research Questions
1.3.1. Research Questions for Clients

The recent study has five essential research questions for clients:

1. How do clients make sense of their experiences regarding online counseling
compared to face-to-face counseling?

2. What were the clients' concerns in online counseling?

3. How do clients perceive the positive and negative sides of online counseling,
considering their experiences and views?

4. What do clients think about the feasibility of providing or receiving help in the
online environment?

5. How have clients' future expectations and suggestions for improving their

online counseling practice been shaped by their online counseling experiences?

1.3.2. Research Questions for Psychological Counselors

The recent study has five similar essential research questions for psychological

counselors:



1. How do psychological counselors make sense of their experiences regarding
online counseling compared to face-to-face counseling?

2. What were the psychological counselors' concerns in online counseling?

3. How do psychological counselors perceive the positive and negative sides of
online counseling, considering their experiences and views?

4. What do psychological counselors think about the feasibility of providing or
receiving help in the online environment?

5. How have psychological counselors’ expectations and suggestions for
improving their online counseling practice been shaped by their online

counseling experiences?

1.4. Significance of the Study

Research in online counseling has increased over the years, especially after the
pandemic. Few academicians in Tiirkiye have studied the topic of online counseling
before the pandemic compared to those published abroad. Although many studies
focus on clients' and psychological counselors' experiences and views regarding online
counseling, these studies mainly consist of either counselor or client discourses. (e.g.,
Bacioglu & Kocabiyik 2019; Ozyigit & Atik, 2021; Korkmaz & Sen, 2018). The
current study is noteworthy in terms of addressing both the voices of clients and

psychological counselors in one study.

As the worldwide experience in giving and receiving online help increased, the lived
experiences in online counseling inevitably and increasingly entered people's lives.
This consequence allowed the research of the samples who live the online counseling
phenomena. Few studies before the pandemic were conducted with participants who
had experienced online counseling widely. Before that, the studies primarily focused
on the participants who were less experienced in this phenomenon as its use is not
inevitable worldwide. The recent study was applied to people who had a particular
time with online counseling via videoconferencing to examine their inner lived
experiences. Therefore, this research also gains importance by collecting data from

those cases.



In Turkish literature, limited studies were written regarding experiences of online
counseling; thus, views without experiencing the phenomena were prominent. For
instance, a comparison of face-to-face and online counseling was studied in the
Turkish literature regarding therapeutic alliance from the perspective of in-training
counseling students (Zeren, 2017). This study was well-established in terms of having
experiences and opinions of candidates comparatively. However, since the study was
done with counselor candidate participants through their practicum courses,
participants have limited session experiences, especially in online counseling (Zeren,
2017).

Moreover, a study by Korkmaz & Sen (2018) consisted of 45 clinical psychologists
and psychologists, but 15 of 45 participants provided online counseling services, and
others had not experienced the phenomenon. Helvacigiil (2019) also studied the
opinions of mental health professionals, mainly those who do not currently practice
online counseling, with only three among 12 providing online counseling.
Additionally, in his thesis, Yilmaz (2019) investigated online counselors' experiences,
and participants mainly consisted of psychologists and clinical psychologists. The
study also covered the coping strategies of professionals with challenges they faced,
but it was only conducted with a sample of mental health professionals. The current
study was designed to collect information from professionals with a counseling
educational background to search for the experiences of people specifically from this
profession. In terms of these aspects, psychological counselors' use of skills,
techniques, and approaches to online sessions might be explored precisely in the

current study.

Some studies in Tiirkiye also focused on clients' perspectives and experiences (Buyruk
Geng et al., 2019; Erdem et al., 2018; Zeren, 2015; Zeren, 2020; Zeren et al., 2022).
However, studies regarding counselor and client experiences and views about online
counseling are not widely studied among the client population in Tirkiye
(Amanvermez, 2015). One of the reasons for that the number of sessions experienced
by the clients may not be experienced in an extended period. The duration of the
pandemic forcibly allowed living online counseling deeply among people. Therefore,

it facilitated practicing interventions and conducting extensive research on online
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counseling (Agathokleous & Taiwo, 2022). The current study was designed to collect
information from experienced clients apart from psychological counselors. It might be
essential to examine online counseling experiences without receiving one-sided

opinions. So, it is important to note that the recent study also addressed this issue.

There is an uncertainty in the literature that consists mainly of studies before the
pandemic on society's views on online counseling processes. Comparison between
online counseling and face-to-face modalities in terms of effectiveness and
establishing a warm alliance between counselor and client in the online environment
is slightly doubtful (Agathokleous & Taiwo, 2022). Therefore, in their well-
established broader systematic review, Stoll et al. (2020) suggest that more research
comparing it with face-to-face services is needed to explore online counseling in a
better way. Notably, the current study's interview questions were scheduled and held
by asking comparative questions about online and face-to-face counseling sessions.
Only one participant has not experienced any face-to-face counseling before. The other
19 participants had both experiences of face-to-face and online counseling. Thus, the
interview protocol facilitated participants' cognitively retrieving the helping process
and making sense of their lived experiences during the interviews. By experiencing
the online counseling phenomenon in duration, the views about it may change and
develop in several ways. Thus, exploring experienced cases in online counseling might
be critical to see how the helping process was changed after individuals encountered
it. Also, they can examine their online experiences by comparing previous
experiences. This aspect may show researchers and practitioners how online

counseling needs to be improved for users' satisfaction.

The recent study is also unique in utilizing a contemporary qualitative analysis with
large numbers of cases. One recent interpretative phenomenological analysis research
that makes sense of both parties (one professional and one client) investigated
therapeutic presence, skills, therapists' abilities, and insight processes in online
counseling. However, researchers of this study claimed that in terms of interviews,
their number of mental health provider participants, in contrast with the clients'
number, could result in more practitioner-based results (Stange Bernhardt et al., 2021).

Another interpretative phenomenological analysis study focusing on psychological
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counselors' experiences during the pandemic found that psychological counselors
often utilized attentive listening skills to foster the online counseling process and found
that challenges and risk management are less controllable in online counseling. Writers
of this study also emphasized that they used a limited number of cases, and larger

samples need to be occupied for the voices of the therapists (Smith & Gillon, 2021).

Although recent studies use interpretative phenomenological analysis, the voices of
the clients and psychological counselors involved in the process are still lacking. The
current study is noteworthy as it occupied both sides' sense-making about the
experiences. By utilizing interpretative phenomenological analysis with larger and
separate groups, the recent study tried to figure out these gaps that previous authors
mentioned in the online counseling literature. In terms of this aspect, separate groups

were investigated in one research to increase the significance of the study.

Lastly, the literature also suggested that holistic explanation is absent within a
theoretical framework for online counseling (Childress, 2000; Cipoletta & Mocellin,
2018; Piri, 2011; Richards & Vigano, 2013). This study utilized a social constructivist
theory called Actor-Network Theory as a theoretical framework to explain the online
counseling process. This is where the present research gains more importance by
considering an equal number of clients and psychological counselors as well as
reaching two dyadic participant experiences and views and addressing their

suggestions for improving online settings.

Inevitably, the internet and technology might get into our lives more in the future.
Future work transition and adaptation may not be feasible without knowing both users'
technological readiness and abilities. Traditionally, one may say that a counseling
session includes at least one client and counselor. As a result, it might be vital to
understand the online counseling phenomena from the two parties' involvement to
understand and improve this modality. That is why understanding practitioners' and
receivers' voices are crucial to developing and helping these settings for future ethical,

educational, and practical manners within a framework.

To sum up, there is a scarcity of research that simultaneously investigates clients' and

psychological counselors' views, experiences, and suggestions within the same study
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in the literature under the researcher's knowledge. The COVID-19 process functioned
as a catalyst to reach some level of expertise in understanding and interpreting online
counseling as a phenomenon. The global pandemic made online counseling a
compulsory intervention and shifted professionals’ work habits (Agathokleous &
Taiwo, 2022). Improvement in mobile information technology enables new
opportunities and practice areas for solving issues within the mobile settings in the
online health care system (Nymberg et al., 2019).

1.5. Definition of the Terms

Online Counseling: It is a form of counseling modality that utilizes the internet and
computer for interaction between psychological counselors and clients in individual,

family, and group counseling processes (Gladding, 2017).

Actor-Network Theory: It is a social constructivist theory and methodology in
sociology that explains the societal dimensions of a network, including human and

non-human actors, rituals, and cultural aspects (Callon, 2001).

Professional ethics: Professional ethics is the thoughts on actions and behavior
regarding guided professional practices (e.g., ACA Code of Ethics) (Gladding, 2017).

Code of ethics: Principles and standards (e.g., counseling relationship, confidentiality,
privacy, professional responsibility, supervision, and training) formed by the
organizations to help the members of the profession in working with the individuals in
society (Gladding, 2017).

Therapeutic Relationship: The therapeutic interaction between client and counselor
enables them to develop understanding towards each other and form a helping
relationship between the two. It includes effective alliance, collaborative
relationships, establishing bonds, and setting goals and tasks (Gladding, 2017).

Therapeutic Presence: It is a mindful approach that constitutes the therapist's way of
being with the client by fully engaging at the moment (Geller, 2013).
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CHAPTER 2

LITERATURE REVIEW

This chapter outlines relevant literature with the definition of online counseling and
its types, historical roots and the prevalence of online counseling, the description of
actor-network theory and its literature within online counseling, ethical issues,
development of the therapeutic process in it, positive and negative sides, and training

and suggestions of online counseling.

2.1. Definition and Types of Online Counseling

Online counseling has been named in many ways throughout time. Different terms
have been used: E-mail counseling, e-therapy, web counseling, internet
psychotherapy, internet counseling, e-counseling, e-psychotherapy, or online
counseling/psychotherapy (Alleman, 2002; Beidoglu et al., 2015; Heinlen et al., 2003;
Lau et al., 2013). There are different definitions for online counseling in the literature.
For example, Mallen and VVogel (2005) suggested that online counseling is any mental
health and behavioral support that includes technological integration with devices such
as the internet, telephone, e-mail, and chat. They also added that online counseling
does not only include therapy; it also includes psychoeducation and consultation.
Richards and Vigano (2013) defined online counseling as providing therapeutic
interventions by a trained professional counselor for clients in a virtual world. Both
sides utilize computer-mediated communication systems through this process.
National Board for Certified Counselors (2016) chose to use the term "distant
professional services" rather than their old phrase, "internet counseling." They defined
it as facilitating from electronic tools such as computers or telephones for counseling,
education, consultation, and supervision. To conclude, technological advancement has

changed the terminology and definitions of online counseling with time.
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Although the definition of online counseling varies, its' services can be divided into
two main categories: synchronous and asynchronous. In synchronous help, the
provider and the receiver instantly establish communication simultaneously. In
asynchronous support, the exchange of communication messages between the provider
and receiver is not simultaneous. So, there is a time gap between sending and receiving
messages (Elleven & Allen, 2004; Suler, 2000).

In addition to this basic categorization, there are different types of online counseling.
These include videoconferencing, telephone counseling, text chat, e-mail, mobile
device apps or social media tools, and avatar counseling. Firstly, videoconferencing
counseling enables psychological counselors and clients to hear and see each other's
lives. There is also sending and receiving written messages option. Since both
individuals are present at that moment, videoconferencing is also synchronous.
(Mallen & Vogel 2005).

Secondly, telephone counseling is a synchronous interaction between both parties
remotely, and the information is provided only through audio (NBCC, 2016, p. 2).
Thirdly, text chats are generally synchronous chats. Individuals type a message and
send it to the receiver, but the difference is that both parties are online. The receiver
responds instantly to the message from the sender when it is seen. The reason why this
process is called synchronous is that the conversation between two people happens at
the same time (Mallen & Vogel 2005). Fourthly, e-mail counseling can be defined as
online counseling in which a sender sends a message via e-mail to the receiver. The
receiver needs time to see and respond to the message. The reason why it is called
asynchronous is that there is no need to be online at the same time for both parties.

Communication can occur at different times (Mallen & VVogel 2005).

Fifthly, in mobile device apps, the help occurs through remote interaction, both
asynchronous and synchronous for the individuals, using social networking tools.
(NBCC, 2016, p. 2) Lastly, in avatar counseling, the counselor and the client have
visual self-representations called avatars created through computers to communicate.
These avatars' appearance and motion could be similar to humans, mythical creatures,

and animals (Witt et al., 2016). Therefore, different types of online counseling may
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depend on humanity's technological enhancement, and these variations may change
more in the future with the development of new technologies.

Different types of online counseling provide enormous opportunities to revise and
increase our understanding of psychotherapy and counseling. Options in flexibility and
accessibility in online counseling help practitioners extend their practices by going
beyond the traditional approaches in face-to-face sessions (Agathokleous & Taiwo,
2022). These opportunities with different formats enabled psychological counselors to
utilize diverse helping occasions. For instance, a recent study examined the
preferences of psychological counselors: 86% videoconferencing, 38% telephone,
29% online chat, 22% text message, and 11% e-mail for the communication modalities
for performing online sessions (Java et al., 2021). Videoconferencing is the most
preferred type of online counseling, especially by professionals. As a result, the
researcher chose the current study to design and investigate the experiences of those
who provided and received online counseling through videoconferencing tools (e.g.,
Zoom, Skype, WebEX).

2.2. Historical Roots and Prevalence of Online Counseling

As two robust dimensions, technology development in offering help in healthcare
services and increased demands of receivers lead mental health practitioners to
inevitably acquire innovative approaches appropriate for improving their scientific,
educational, and practical assistance and policies (Maheu et al., 2012). Technology
development and specific living conditions may also affect the counseling field. For
instance, one of the third movement therapies, Dialectical Behavior Therapy, utilizes
telephone coaching and strictly emphasizes the change in technology and acceptance
processes for therapists' skills. Telephone coaching includes teaching phone skills to
clients, improving clients' social interaction abilities, and building a solid therapeutic
relationship (Linehan & Wilks, 2015).

Many online counseling platforms evolved by the beginning of the 1990s, when
internet use and people's access improved (Hanley, 2021). Nonetheless, Skinner &
Zack (2004) insists that taboos over internet use in helping are misleading as indirect
approaches in psychology have started in the past with Freud's letters.
Technologically, the involvement of computer technology in counseling began in the
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1960s with a trial computer program named "ELIZA." It was written even before the
internet started to be used by people. ELIZA was a software program acting as a
person-centered counselor and would respond to the client's statements, choosing
among the various responses it had in its memory (Weizenbaum, 1966). A primitive
program that did not gain commercial or practical use, it was the first example of how
individuals could interact with or through the computer to receive counseling help
(Binik et al., 1997). However, current software programs used in online counseling
(i.e., Zoom and Skype) depend on a program called CU-SeeMe, which was founded
in 1994 at Cornell University. It was a desktop computer program for both Macintosh
and Windows and ran through Internet and IP networks with the monitor and video
camera (Han & Smith, 1997).

Although video conferencing tools and online counseling were not new (Gonzalez,
2022), they have become more widely studied and turned forcibly into a phenomenon
practiced by clients and therapists during COVID-19 (Békés & Aafjes-Van Doorn,
2022; Gonzalez, 2022). It was a challenging transition experience to shift towards
online practices among clinicians at the beginning of the pandemic (Farrer et al., 2022;
Feijt et al., 2020). Mental health services in different settings also have been affected
significantly after COVID-19 across countries (Boldrini et al., 2020, Silver et al., 2021,
Velykodna, 2021). Many associations from various countries, including the UK and
Tiirkiye, review their ethical standards and provide professional guidelines (e.g.,

BACP, BPS, Turkish Psychological Counseling, and Guidance Association).

A survey report among 130 countries shows significant partial and complete
disruptions in mental health, neurological, and substance use interventions and
services. According to this report, school mental health programs have disrupted
almost 80% of these countries. More than 70% of the countries also reported work-
related mental health program disruptions. Mental, neurological, and substance use-
related services for children and adolescents were disrupted in more than 70% of these
countries, whereas this rate is 70% for the services of older adults. Lastly,
Psychotherapy, counseling, and psychosocial interventions encountered disruptions
between 60% and 70% of the countries (WHO, 2020). As a result, digital components

and communication instruments like online interventions and videoconferencing tools
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created a chance to continue health care (Dores et al., 2020), both mentally and
physically, by spreading these services when individuals were isolated in their homes

and by reaching their country.

Recently, receiving online help from mental health professionals became a common
practice among clients by utilizing technological devices like mobile phones,
computers, and tablets (Gonzalez, 2022). Thus, coronavirus widely caused video
conferencing in e-mental health settings for therapists and clients. Since the pandemic
caused the adoption and more practice of online counseling, it is possible to perform
remote help after the COVID-19 era (Wind et al., 2020). One of the reports shows that
94% of providers predict online health implementations will continue after the
pandemic era with a 23% increase rate compared to 2019 as well as 71% of them also
suggest that distance health interventions are the main priority for their businesses.
This rate was 59% in 2019 (Teladoc Health, 2020).

It is also important to note that as an essential technical feature to receive help, having
a qualified internet is a crucial tool. Internet access has changed throughout history
and development statistically. According to the International Telecommunication
Union (ITU) (2022), 54% of the world's population used the internet in 2019. Internet
usage rate by individuals increased over the past as this rate was 15.6% in 2005. This
rate gradually increases as 4.9 billion people, comprising 63 percent of the world, use
the internet. According to this data, 2.9 billion people worldwide are still restricted
from using the Internet (ITU, 2022). So, governments and lawmakers may be an
essential part of online counseling along with practitioners and associations for
distributing to society because having appropriate technology and the internet may not

always be accessible for everyone in the community.

Statistics about internet use in Tiirkiye differ from the worldwide context. For instance,
it has gradually increased throughout the years around Tiirkiye. In 2011, internet
access in households was 42.9%. The latest report shows that this rate increased to
83.8% in 2018 and 94.1% in 2022 in Tiirkiye (TUIK, 2022). By 2022, the rate of
individuals who regularly use the internet expanded to 85.0% (TUIK, 2022). In terms

of purpose use by individuals, video or telephone calls over the internet were 55.1 %
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in 2013. This rate increased to 69.5% in 2018 and 91.3% in 2022 (TUIK, 2022). As a
result, the internet has become a vital technological priority for receiving and

providing online help.

2.3. Actor-Network Theory (ANT) and Online Counseling

There are two essential elements to understanding Actor-Network Theory. The first
one is the network. To clarify the description of a network in Actor-Network Theory,
Latour (1996) suggests that networks are not big or small, distant or close; their
boundaries do not require a space that defines the insides or outsides of a network.
Actor-Network Theory deals with the distribution of goods among human or non-
human entities, their connections, circulations, and converting process between these
goods (Latour, 1996). Network, therefore, is the balanced relationship process between
actors and their translations (Callon, 2001). Actor-Network Theory benefits from
fundamental network characteristics and uses them to perform among actors. (Latour,
1996).

The second important element is the actor. Callon (2001) suggests that actors are the
things (both human and non-human) that affect the scientific process within the
network. For instance, it includes scientists, their backgrounds, social rules, methods
and techniques, daily routines, instructions, instruments, and external objects. In
between actors, some interactions and relations that some actors can change the other
actors are defined as translations (Callon, 1986). Thus, the end-product between actors,
the output of the translation process, is called inscriptions (Johnson, 1988). An actor
not necessarily needs to have a lived-cognitive and mental aspect; instead, it requires
abilities to make actions for the intentions within the entities (Callon, 2001). Through
this process, the network determines the actors' role and performance in the network
system, and the entity tries not to enter other relations or actors when establishing a
network (Callon, 2001). Sometimes, actors can facilitate or change the transactions
between other actors. Thus, an actor that acts as an influencer is called the mediator.
Mediators are the things that can change or alter the other actors and aspects of actors
within the network (Latour, 2007).
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Actor-Network Theory was created to examine circumstances challenging to divide
humans and non-humans and where the actors have varying shapes and abilities.
(Callon, 1999). Actor-Network Theory is used in several studies. For instance, these
included studies on digitalization, the online environment, and technology (e.g., cyber
victimizations) (see Van der Wagen & Pieters, 2020). In online counseling, various
domains like the internet, technical instruments, and other non-human factors, the
involvement of psychotherapists, and the technologies taking part in online counseling
(MacMullin et al., 2020). This process is part of the network in clients' experiences

and tele mental health practices (MacMullin et al., 2020).

In one of the rare studies on online counseling utilizing Actor-Network Theory,
McMullin et al. (2020) explained the influence of the actors on the therapeutic process
in technological environments. They conclude that therapists are responsible for
boundary settings, establishing trust in the online space, psychological counselors'
availability from clients' perspectives, and cultural expectations in using technological
tools are critical dimensions in online counseling networks. Also, providing/receiving
online counseling and technical devices create a network of online counseling using

human and non-human entities (MacMullin et al., 2020).

McMullin et al. (2020) also discussed Latour's "black box" analogy which means some
actors are engaged in the system so detailly; thus, they may not be observable
(Johnson, 1988). They introduced that it could be involved in the online counseling
process in which counselor and client may not recognize the specific elements that

contribute to performing online counseling sessions effectively.

The researchers also conducted more recent research on ethical issues in online
counseling. For instance, a case study also discovered moral and ethical motives
behind the decision of suicidal thoughts from the view of Actor-Network Theory. The
research revealed that relational ethical decision-making and behaviors are related to
both human and non-human factors for the unfolding of disclosing suicidal thoughts
(Heinsch et al., 2021).
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The current study adapted Actor-Network Theory to online counseling settings in
several ways. In traditional individual counseling, the agencies participating in the
counseling process occur in a physical room consisting of the counselor and the clients.
From this perspective, the room, the client, and the counselor are in the same context,
and they have more ability to control what will happen in the sessions. However, in
online counseling, both human and non-human agencies have more roles in the
network of online counseling. For instance, the quality of the internet, the computer,
the camera, and the room's shape are examples of non-humans in the online counseling
environment. Thus, the recent study considers online counseling as a dimensional

network that includes more agencies than face-to-face, including non-humans.

More importantly, these actors may not be in a single space. Clients have actors in
their homes, and psychological counselors have them in their places. Therefore, these
create actors that are derived from different environments. Moreover, not only the non-
human actors in the online counseling network, the people at the place where the help
was received or given online counseling might play vital roles in practicing efficient
online counseling sessions. It might be challenging to experience counseling where
other people live. So, the current study examines online counseling as a phenomenon

between the client, the counselor, and the other actors at home.

Additionally, the actors in online counseling networks may not be limited to in-session
dynamics. One may need technological instruments that were designed by software
developers to practice online counseling. The secure applications, then, depend on the
responsibility and the roles of the information system developers. This issue might not
be related to the psychological counselors' or clients' responsibility as they may not
have the ability to know all of the detailed processes (black boxes) of the utilized
videoconferencing program in online counseling. Moreover, associations and
governmental agencies may play critical roles in transmitting these services and
ensuring the appropriate practices. As a result, the current study also goes beyond the
actors' roles in the sessions. Thus, it investigates the mediators, translations, and other

actors' roles outside the online counseling sessions.
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2.4. Ethical Issues in Online Counseling

The most concerning topics among practitioners who deliver online counseling are
legal and ethical conduct and prescription of behavioral acts in these services (Mallen
& Vogel, 2005). The awareness and knowledge of the ethical conduct and procedures
in online counseling are less and create uncertainty among practitioners (Barak &
Grohol, 2011; Blumer et al., 2015; Borcsa et al., 2021; Chester & Glass, 2006;
Cipoletta & Mocellin, 2018; Glueckauf et al., 2018; Haberstroh et al., 2008; Knott et
al., 2020; Rummell & Joyce., 2010; Tanrikulu, 2009). Ethical issues and concerns in
online counseling are similar to face-to-face counseling. However, some problems in
online counseling may put more pressure on the experts due to not being physically in

the same environment as in face-to-face counseling.

Different associations worldwide have revised their guidelines after facing COVID-
19 due to emergencies. However, it is possible to say that institutions talked about
online counseling even before this crisis. For example, American Counseling
Association (2014) covered the topic under the section named "Distance Counseling,
Technology, and Social Media" (ACA, 2014). More recently, the Turkish Psychology
Association (2020) published telepsychology guidelines. The Turkish Psychological
Counseling and Guidance Association (2021) reviewed its ethical codes and provided

information about online counseling.

There are various ethical issues in online counseling, and some may be related. While
some ethical issues are the same with face-to-face sessions, some may differ. First of
all, several studies proved that maintaining confidentiality is one of the most complex
ethical problems in online counseling (Békés et al., 2021; Borcsa et al., 2021; Blumer
etal., 2015; Chester & Glass, 2006; Cipoletta & Mocellin, 2018; Glasheen et al., 2013;
Haberstroh et al., 2008; Ipsen et al., 2012; Knott et al., 2020; Nagarajan & Yuvaraj,
2021). In psychological help, confidentiality is described as an ethical principle that
limits mental health providers' information about receivers' identity, issues, diagnosis,
and evaluation addressed in the helping process, according to the APA dictionary
(n.d.).
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In the literature on online counseling, confidentiality has been recognized as a form of
ethical concern for several reasons. Some studies highlighted the problem of keeping
information secure within the technologies used by individuals. On the other hand, few
have considered the environment's conditions and the possibility of other people in
this environment when receiving or providing online counseling. Some also declared
that mental health providers lacked the knowledge to conduct online counseling
sessions confidentially. For example, a descriptive study shows that psychological
counselors who provide online counseling via e-mail and chat are less aware of ethical
issues. In addition, only half of these counselors use encryption tools to protect privacy
(Chester & Glass, 2006). Moreover, another qualitative study on chat-based online
counseling discussed that professionals might have difficulties with setting
professional boundaries if they do not live alone at home during online counseling.
This study indicates that there may be confidentiality problems due to other people in
the home environment (Haberstroh et al., 2008).

Apart from these subjects, more specifically described areas of providers and their
confidentiality concerns were studied in the literature as well. For instance, one of the
mixed-method studies conducted with vocational rehabilitation counselors indicates
that one-third of the counselors have uncertainties regarding protecting confidentiality
in their online counseling practices and consider e-mailing, chatting, and internet

settings unprotective mediums (Ipsen et al., 2012).

Moreover, a quantitative study shows the school counselors' intention to use online
counseling. This study indicates that psychological counselors' perceived efficacy did
not significantly predict the tendency to use online counseling. Less confidence in
online counseling did not affect the use of the practice. However, ensuring
confidentiality, legal and ethical issues, and control in online counseling predicts
intention to use it. They intend to use online counseling less when they can less manage
these factors. (Glasheen et al., 2013). Another research with family counseling
practitioners indicates that mental health providers are concerned about confidentiality
and require precise information about steps to follow to protect clients' information

and confidentiality in online counseling (Blumer et al., 2015).
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Furthermore, in a study including systemic family practitioners across European
countries, %75 of the participants declared that they have confidentiality concerns
within the web systems regarding keeping clients' information (Borcsa et al., 2021). In
addition, a more recent descriptive analysis showed that confidentiality is also a
problem among Italian mental health practitioners in terms of data transferring and
keeping securely, as the context of ethical and legal guidelines is also limited in this
culture (Cipoletta & Mocellin, 2018). Besides, Knott et al. (2020) studied the views
and experiences of psychologists within the context of barriers to conducting online
counseling. Participants of this study practiced online counseling via
videoconferencing tools. They expressed that confidentiality is perceived as a critical
concern as ensuring a secure internet connection is a matter of problem for violation

of confidentiality.

Similarly, in a qualitative study, mental health providers had reservations about using
technology in counseling practices. They have doubts about retaining confidentiality

and providing cybersecurity for their client's data. (Nagarajan & Yuvaraj, 2021).

Some evidence-based research also investigated confidentiality concerns of mental
health providers during the COVID-19 era. For instance, Békés et al. (2021) showed
that the ethical considerations of psychological counselors formed between the start of
the pandemic and 3-months later. In their exploratory factor analysis, one of the main
factors was covering difficulties regarding confidentiality. They found that this factor
was also significantly and negatively related to the therapists' age and therapy
experiences. They also found that perceived challenges, including clients'
confidentiality problems, significantly declined after three months of follow-up. This
study indicates that experiencing online counseling enabled practitioners to ensure and

manage ethical concerns that depend on confidentiality.

As aresult, these studies show that confidentiality is a core ethical concern before and
during the pandemic. Thus, although the culture, settings (e.g., school, family,
individual), time, and format (e.g., e-mail, chat, videoconferencing) of online

counseling changes, confidentiality remains a challenging ethical problem worldwide.
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ACA code of ethics (2014) suggests that conversations on clients' confidential material
should be held only by securing the privacy settings of the client. More detailly,
privacy is also the clients' right to choose what information will be disclosed to other
parties, including participating in counseling sessions (Gladding, 2017). Thus, privacy
concerns are another ethical issue in online counseling related to confidentiality.
Privacy of the clients is a profoundly critical concern discussed in the literature (Békés
et al., 2021; Blumer et al., 2015; Cipoletta et al., 2018; Cipoletta & Mocellin, 2018;
Glasheen et al., 2013; Khan et al., 2022; Nagarajan & Yuvaraj, 2021; Stoll et al., 2020;
Young, 2005).

Clients' privacy was discussed in the online counseling in terms of different
perspectives, such as problems with ensuring security and clients' home management
to be alone during sessions. For example, Young (2005) found that clients prefer to
utilize online counseling as it could enable them to remain anonymous in terms of
being seen by their families, friends, and colleagues. 96% of the clients consider online
counseling a good option since they could avoid being seen by others in the therapist's
office, and the helping process they receive is unknown to loved ones. More than half
of the clients feared that their private information would be collected on the internet
and seen by others around them. Besides technological security concerns, 31% of
clients also mentioned that they are anxious in their home or work environment
because others might catch them while receiving help (Young, 2005). Glasheen et al.
(2013) also showed that among school counselor professionals' only a few (13%) of
counselors believe their abilities to achieve protection of their client's privacy. This
data is accurate in terms of private psychologists (n=289) in another descriptive study;
practitioners did not ensure security and privacy in online counseling, and 22.8%
percent of them did not know how to respond to questions about protecting the security
and privacy of the clients. Only 18 participants revealed data tools to secure session
information (Cipoletta & Mocellin, 2018).

Additionally, Blumer et al. (2015) found that the privacy protection of the clients was
one of the significant issues in which family counseling practitioners do not have
enough knowledge. Similarly, Nagarajan & Yuvaraj (2021) found that psychological

counselors believe that they and their clients have doubts about ensuring cybersecurity
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in online sessions. Cipoletta et al. (2018) studied their research with two practitioners
and five clients to understand their online counseling experiences. Their study showed
that the environment and its conditions are a part of the therapeutic process in online
counseling, and privacy is affected by the environment where clients cannot talk about

their issues all the time.

More recently, Stoll et al. (2020) established a comprehensive systematic review study
regarding ethical issues in online counseling. Their review showed that some ethical
considerations support online counseling, whereas slightly more ethical issues are
against it. Their final sample consisted of 249 published papers and privacy, including
similar issues like confidentiality and security found as one of the top five ethical
problems. This study also shows that privacy can be both advantageous and
disadvantageous regarding ethical issues in online counseling. While clients can
receive online counseling more anonymously and privately, data protection may not

be applicable and can be concerning (Stoll et al., 2020).

Similar to the confidentiality evidence in their longitudinal study, Békés et al. (2021)
discovered that perceived difficulties regarding clients' privacy significantly decreased
after three months follow-up study. The therapist who believed online counseling was
less effective at the beginning of the pandemic reported more challenges regarding
privacy issues. Ensuring clients' privacy is one of the major factors that this research
investigated, and more experienced therapists in face-to-face counseling had fewer
privacy concerns than less experienced practitioners (Békés et al., 2021).
Consequently, this may deduce that therapists' competence in ensuring privacy might
be related to their experiences throughout time, regardless of face-to-face or online

practices.

Different from pointing out that privacy is a prominent concern of online counseling.
Khan et al. (2022) revealed that the psychological counselors' concerns regarding
privacy and confidentiality did not differ in face-to-face counseling. Whether the
practice is online counseling or face-to-face, privacy and confidentiality are prominent
issues. As one of the study participants stated, "...The reality is that people can hear

through the walls where | worked, phones can be tapped, and medical files can be
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stolen. | do not perceive the online risk as being any different.” This data shows that
privacy and confidentiality issues do not only belong to online counseling, and they
are not only data security difficulties (Khan et al., 2022). As a result, privacy is not
only an issue with physical and environmental drawbacks in online counseling

literature, but technological problems also play essential roles.

These issues bring a new ethical concern, security, which may lead to doubt in clients'
and psychological counselors' minds when technology enters sessions as another
dimension in online counseling. Since online counseling is performed in the digital
environment, technological security issues are also very concerning area (Blumer et
al., 2015; Borcsa et al., 2021; Cipoletta & Mocellin; 2018; Glueckauf et al., 2018;
Knott et al., 2020; Nagarajan & Yuvaraj, 2021; Stoll et al., 2020; Young, 2005). For
instance, a study by Knott et al. (2020) indicates that professionals consider
technological security a critical issue in distance counseling services. However, they
do not have sufficient expertise in understanding encryption and introducing
knowledge to their clients about this process. Similarly, ensuring cybersecurity is a big

question for providers in Asia (Nagarajan & Yuvaraj, 2021).

As previously indicated in the paragraphs above, competency is another major ethical
issue in online counseling. ACA (2014) discussed these standards under the
"professional responsibility” category. It was mentioned that psychological counselors
need to practice in a specific area after receiving adequate knowledge, supervision,
skills, and education. Thanks to this, they guarantee their competence level to avoid
any possible damage to others. In their study across a variety of countries in Europe,
Borcsa et al. (2021) found that family practitioners are aware of the information
security problems in utilizing synchronized tools (e.g., Skype). However, they tend to
continue to do practices because these practitioners believe that they do not know what
they can do technologically to provide security for the sessions. Thus, this may create
inconsistency between the competency standards of a helping profession and
practicing it. Consequently, the security problem may not be a concern related only to
confidentiality and privacy issues but also the professional competency and knowledge
of the practitioners about technology. Providing a competent practice in online

counseling can be more fluid than the specialization areas (e.g., Rogerian, CBT,
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Psychoanalysis); counseling practitioners should consider the appropriate steps and
standards (Mallen & Vogel, 2005).

Several studies in the literature investigated the issues regarding competencies of the
practice in online counseling in terms of having sufficient technological proficiency
and general conduct of online practice. For instance, one of the qualitative studies
conducted by Haberstroh et al. (2008) shows that professionals who use chat-based
tools during online counseling reported that they require an adequate level of
knowledge and skills in dealing with clients with fewer computer skills. Professionals
wanted to be prepared for the steps to follow in the possible corruption and learn about
the potential technological problems such as hardware and software issues (Haberstroh
et al., 2008). Moreover, Finn & Barak's (2010) study shows that although
psychological counselors are happy with online practices, there is a need for training
and supervision. They do not have any specific education, which bolsters their
competency in the online environment. In their study, Cipoletta & Mocellin (2018)
asked professionals about the most effective reinforcement for spreading online
counseling. Most participants believed this could be possible with the clearance within
the ethical standards, deontological features, and unblurred regulations.

In addition, the study conducted by Glueckauf et al. (2018) indicates that among 164
practitioners, 98% percent responded that mental health providers need training about
ethical and therapeutical issues in online counseling. 98% of the participants declared
that this education should include technical issues about providing online support.
Also, another recent quantitative research on psychological counselors investigated
practitioners' self-efficacy levels regarding online counseling practices. Asri et al.
(2022) revealed that licensed and registered online counseling providers had greater
self-efficacy than those who did not, regardless of age and counseling experiences.
Apart from private practitioners, a study shows that school counselors are less
confident in following ethical and legal procedures of online counseling than in face-
to-face counseling (Glasheen et al., 2013). As a result, all these studies indicate that a
competent counselor in face-to-face counseling may not necessarily qualify in online
counseling settings (Zack, 2008). Online counseling practitioners might have different

needs to make things clear both in and out of the sessions. Thus, the level of
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competency and required skills to conduct tele mental health services are one of the
core issues alone and are both related to other ethical concerns.

Not having enough knowledge and training is a core issue for some practitioners.
Much related to this, there are doubts about assessing risks, verifying the client's
identity, and crisis intervention in online counseling. According to APA Guidelines
for Psychological Assessment and Evaluation (2020), assessment means a complicated
activity combining different aspects such as clinical decision-making, knowledge,
psychometrics for testing, and reliable supporting data from interviews, observation,
and third-party statements within the competence in a field of professional conduct.

Understanding clients' conditions and diagnosis procedures may not always be easy.
Research by Mallen et al. (2011) indicates that online psychological counselors are
competent to identify when one issue is diagnosed (86-90%). However, when the
clients have multiple symptoms, their rate of identifying symptoms and making correct
diagnoses decreases (36%). Similarly, a study conducted by Wood et al. (2021)
suggests that risk and control are two of the main concerns among practitioners during
online sessions of text-based counseling. Practioners' risk assessment concerns in
online support are also valid for videoconferencing settings (Trabucco et al., 2021). In
addition, Harrison &Wright (2020) found that one of the significant ethical concerns
of practitioners is a lack of confidence in assessing risks in online counseling. In a
qualitative study by King-White et al. (2019), ten online school counselors participated
in this study to investigate the ethical concerns and dilemmas regarding online
counseling. Participants were concerned about knowing and following the school
crisis plan or policy, properly managing crises, and reporting to children's services.
Although eight participants noted no main differences between counseling in
traditional and online settings, two indicated that making referrals, dealing with crises,
and involving children's services become more specific ethical dilemmas in online
counseling. Thus, assessment procedures become an essential course of action to

understand the clients' characteristics and circumstances in time and distance.

Besides these studies, client verification might be a critical issue to solve and ensure

healthy practices regarding beneficence in online counseling. ACA (2014) highlights
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the importance of client verification in distance counseling settings. They defined that
counselor takes action to verify clients' identity at the beginning of the therapeutic
process when they have contact with their clients via technology, social media
accounts, and online counseling. It was also suggested that these verification processes

could include using code graphics, numbers, words, and other identification methods.

In the literature, Khan et al. (2022) revealed that client identity might also be an ethical
concern, although it might be advantageous for some clients. One of the participants
in this study was concerned about the clients’ misinformation about their true
identities. Although this is not only valid for online counseling practices, screening,
registration, and ensuring the client's identity could be critical for the benefits of the
session (Khan et al., 2022). This data shows that psychological counselors may need
to be careful and well-aware of the possible causes or harms that will occur when there
is insufficient knowledge regarding clients' identities. Likewise, Cipoletta & Mocellin
(2018) emphasized that one of the online counseling providers' difficulties is verifying
clients' identities (67%). However, they also showed that verifying the client's identity
is not the only problem. Verifying the licensed professional is also a vital issue
reported by participants (63%) (Cipoletta & Mocellin, 2018). As a result, identity

verification could be a critical component of ensuring ethics in online counseling.

Another ethical problem is crisis intervention, as it may be challenging to assess and
intervene in an emergency while delivering online counseling services from a distant
space (Mallen and Vogel 2005). ACA code of ethics (2014) suggests that emergency
protocol should be designed to follow in distance counseling settings in case of the
absence of the provider. Gladding (2017) stated that high-risk clients who prompt acts
of suicide, homicide, violence, abuse, and criminality are perceived as clients at high

risk. Several studies pointed out that this is critical in online counseling.

In their study, Maheu and Gordon (2000) suggested that only half of the practitioners
had plans to follow in any crisis. So, practitioners do not know what to do in critical
moments in online counseling. For some practitioners, online counseling ethically
does not seem to fit for clients with suicidal and psychotic (Chester & Glass, 2006).

This issue might be because these topics produce difficulty following ethical steps in
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any possible issues faced during the crisis and challenging moments. Recently,
Cipoletta and Mocellin (2018) suggested that 64.68% of 289 practitioners reported
reservations about what to do when there is a need or crisis in online counseling. There
is a time interval in those studies. However, this issue is still a current issue regardless

of technological development.

Moreover, Glueckauf et al. (2018) had similar descriptive results, with 52% out of 164
practitioners reporting that they do not have sufficient educational background for
practicing skills to overcome emergency issues in online settings. To manage risks,
practitioners need knowledge about what kind of diagnoses are appropriate for online,
and a physical presence of their clients is required to control the possible situations
(Knott et al., 2020). This issue might be because they may only be able to manage to
observe their clients when they are physically close. More recently, Stoll et al. (2020)
also found that the fifth top opposing ethical arguments in online counseling in the
reviewed articles were emergency issues among 32 arguments. This result may prompt
various ethical concerns in online counseling, but emergency issues are prominent in
the literature. Consequently, these studies show that crisis intervention is one of the
biggest concerns because unclear procedures and environmental distance might create
more complex situations for practitioners. There is a need to discuss and gather contact

information from clients to avoid possible harm issues (Mallen & Vogel, 2005).

Except for these ethical concerns, some studies have taken attention to the boundary
settings in online counseling as an ethical difficulty (Békés et al., 2021; Drum &
Littleton, 2014; Haberstroh et al., 2008; Hurford, 2021; Negretti & Wieling, 2001;
Stoll et al., 2020). According to ACA (2014), professional virtual boundaries consist
of utilizing technological devices and applications such as social media tools to ensure
professional boundaries of the client relationship. They also stated that these accounts
should be for business purposes and not be able to be related to personal accounts that
result in a personal virtual relationship that means damaging professional boundaries
(ACA, 2014).

Studies discussed boundary issues from different perspectives in the literature. For

instance, Negretti & Wieling (2001) shows that family practitioners had difficulties
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regarding boundaries with their clients in telephone counseling. Practitioners in this
study revealed that clients attempt to contact them at inappropriate times. They also
found that the therapists who did not receive enough training in face-to-face
counseling encountered more difficulties managing boundary violations. It was also
reported that some clients call therapists continuously, whereas others are too reserved
about calling them (Negretti & Wieling, 2001). These issues may cause an imbalance

in the relationship and boundary issues.

Unlike the clients' attempt to violate the boundaries of the relationship, Haberstroh et
al. (2008) indicate that professionals' managing their environment also breaks
professional boundaries if they cannot manage to be alone. A study conducted with
school counselors emphasized that counselors frequently use remote counseling
modalities for individual and group counseling sessions as well as psychoeducational
practices, peer help interventions, and consultation processes (Steele et al., 2018). This
study also illustrates that the involvement of technology affects the balance between
personal and professional boundaries of the counselors as participants indicate that
their work and home lives are influenced negatively in terms of time. 73% of the
participants did not mention the limitations of working hours with the families and
students in this study (Steele et al., 2018). Though it was not a top concern, Stoll et al.
(2020) also discussed in their review that online counseling might cause possible
boundary issues. Drum & Littleton (2014) suggests that boundaries might be affected
by communication that is not professional due to social, less formal, and chat-type
conversations and therapists' relaxed attitudes regarding time and space. The reason
for this could be that a chat conversation is also a typical type of communication that
people do with anyone, not necessarily setting a sense of responsibility, respect, and
formality towards the relationship. Nonetheless, the boundaries may become formal
when practiced for a long time. For instance, Békés et al. (2021) showed that
difficulties in setting therapist boundaries significantly decreased from the beginning

of the pandemic and after the three-month follow-up in their longitudinal study.

As aresult, these studies reveal that adequate time may help practitioners to adapt their
professional boundaries with their clients in online settings. Also, practitioners may

not be aware of the circumstances that may result in boundary issues in online
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counseling. Additionally, it can be deduced that practitioners are aware of the
boundary issues. However, managing them becomes very difficult, primarily when the
personal contact information is provided once and if they cannot find a place where

they could sit within professional boundaries environmentally.

To sum up, various ethical concerns such as confidentiality, privacy, competency,
assessment, emergency issues, verifying issues, and boundary settings in online
counseling were addressed in the literature. Most online counseling literature research
has aimed to explain ethical concerns, with quantitative and qualitative studies
conducted to identify and introduce ethical issues.

2.5. Therapeutic Process in Online Counseling

2.5.1. Therapeutic Relationship in Online Counseling

The working alliances or the therapeutic relationship originate from psychoanalytic
therapy, which is also performed for other types of therapies (Bordin, 1979). An
effective therapeutic relationship includes establishing alliances, goals, empathy,
client feedback, collaboration, and positive regard (Norcross & Wampold, 2011).
Apart from these, therapists' interpersonal acts are crucial to client satisfaction with
the therapy (Moors & Zech, 2017). Therefore, it is essential to understand the
therapeutic relationship in online counseling because the primary course of action is
to meet the client's aspirations and choices in counseling by establishing bonds and
trust (Agathokleous & Taiwo, 2022).

There are doubts and questions over the online interventions' efficiency and whether
the warm relationship between clients and therapists could be the same as in face-to-
face practices (Agathokleous & Taiwo, 2022). Research on the therapeutic relationship
in online counseling is controversial. This controversy is because some research claims
that the therapeutic relationship can be reachable in online counseling. On the other
hand, others claim the relationship is not relational. Instead, it has some missing
elements, such as a more static and informative process, the inability to observe
nonverbal cues, problems with physical intimacy, and general dissatisfaction with the

helping process.
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Various research studies have investigated the therapeutic relationship in online
counseling services. For example, a review of 23 studies concluded that online
counseling does not differ from face-to-face in establishing the therapeutic alliance
between clients and psychological counselors, even though the quality of the internet

is not enough for both parties (Simpson & Reid, 2014).

Unlike review studies, a qualitative study found that empathy, establishing rapport,
and creating an environment for interpersonal connections were perceived as barriers
to building a therapeutic relationship among online practitioners. (Knott et al., 2020).
Participants in this study stated that they feel less empathy in online counseling
because of physical distance from the client. Establishing rapport is challenging due
to missing facial expressions and internet connection freezes in online counseling.
Lastly, nonverbal and verbal cues are missed during online counseling. This issue

results in a decrease in the value of interpersonal connections (Knott et al., 2020).

More recently, (Trabucco et al., 2021) examined practitioners' (psychiatrists,
psychologists, and psychotherapists) understanding of forming the therapeutic
relationship in online counseling. They asked how professionals rate their perceived
feelings regarding switching face-to-face settings to online ones. 57% of the providers
reported that they considered their clients appreciated this process due to introducing
compassion and acceptance in the relationship during the social isolation times
regardless of the physical absence. Nonetheless, 43.9% of the professionals declared
that their clients' preferences are highly rated for returning to the face-to-face modality.
Notably, 42.5% of the professionals stated that clients seemed not close and withdrawn
in their relationship, mainly if they lived with others at home (Trabucco et al., 2021).
From the provider's point of view, although most providers were reassured with the
continuity of the therapeutic relationship in online counseling and participating more
in their home lives, they reported problems with communication, concentration, and

recognizing clients' clinical conditions (Trabucco et al., 2021).

In Turkish literature, Zeren (2017) examined counselor candidates' opinions regarding
establishing the therapeutic alliance in a qualitative study. It was found that nine out

of eleven psychological counselors described the goal-setting process as cooperative
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conduct between client and counselor, whereas two experienced challenges with this
prospect. In terms of reaching goals, nine of them introduced the goals that were
achieved during online counseling. However, three reported difficulties in reaching
goals, two revealed dropouts, and two indicated that client goals have changed during
the helping process (Zeren, 2017). Psychological counselors were also asked whether
the clients' problems were resolved during online help. It was found that eight
psychological counselors out of 11 reported problems in terms of understanding their
clients in solving the issues (Zeren, 2017). So, although some points of the therapeutic
relationship were achievable, others might be considered problematic by the counselor
candidates.

In the literature, there is a significant difference among three modalities: Face-to-face,
videoconferencing, and telephone, and found that therapists were primarily satisfied
with face-to-face services (Zentner et al., 2022). Similarly, a comparison of the
relationship satisfaction between face-to-face and video conferencing modalities
showed that the means of video conferencing was significantly less than the face-to-
face, indicating that technology influences lowering understanding, warmth, and
empathic performance (Rees & Stone., 2005). Leibert et al. (2006) also studied the
client's perception of the therapeutic relationship. The working alliance of the clients
significantly predicted satisfaction with receiving online help. However, those who
received face-to-face service have greater satisfaction with the working alliance than
those who receive online counseling. Thus, these might indicate that face-to-face
counseling and physical interaction have unique communication opportunities, and

people are more familiar with them.

There were also studies indicating different results in the literature. In a qualitative
study, client satisfaction with online counseling was found to be quite like face-to-face
counseling (Zeren, 2015). Moreover, a study with more younger individuals'
satisfaction in Asia (9-12) found that online counseling is effective as the qualitative
results showed that emotional support and expression, establishing the therapeutic
relationship, and problem-solving were achievable during the sessions. Children felt
comfortable with online modalities and its feature of interaction (Kit et al., 2019).

Similarly, another study shows that clients reported high satisfaction with online
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counseling (Zeren et al., 2022). They established the therapeutic relationship with
psychological counselors in online counseling by achieving goals, settings tasks, and
bonding (Zeren et al., 2022).

Additionally, a mixed method study investigated the pre- and post-therapeutic
intervention processes between face-to-face and online modalities. There were no
significant differences in the therapeutic alliance before the intervention was
established. However, after the intervention was settled, it was found that there were
significant differences in the therapeutic alliance between face-to-face and online
counseling settings; face-to-face has a significantly better establishment of the
therapeutic alliance among clients (Rotger & Cabré¢, 2022). Thus, in the literature, the
issue of a well-established therapeutic relationship is quite debatable regarding online
counseling, as there are different results. Also, it may depend on various factors like
technological and technical requirements and developments, having skills to transmit

the therapist's abilities to the online space, and the type of online counseling.

2.5.2. Therapeutic Presence in Online Counseling

Developing a therapeutic presence in online sessions could be a way to offer
improvement in providing online counseling services (Rathenau et al., 2022). Presence
is a vital factor in the effectiveness of the counseling process. It is defined as "being
totally at the moment and directly experiencing one's being in multiple levels including
physical, emotional, mental and visceral — from a grounded and centered position
within oneself" by Greenberg and Geller (2001). They also mentioned that therapeutic
presence focuses on the therapist's presence in which the therapist aims to be with and
for the clients. Moreover, it fosters clients' safety, being listened to, and being
understood in the environment where therapists hold sessions (Greenberg & Geller,
2001). Geller (2013) suggests that the therapeutic presence is the first movement for
forming empathy, a requirement for experiencing empathic understanding. As it was
suggested that therapists' presence is associated with the therapeutic relationship, and
perceived therapist presence by clients is a crucial part of the positive outcome and the

therapeutic process. (Geller, 2013).
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Therapeutic presence studies were not common in the online counseling literature, but
this topic was studied in face-to-face counseling. For instance, McCollum and Gehart's
(2010) study shows that practicing mindfulness exercises helped counselor students to
gain more therapeutic presence during sessions. Their level of attending inner
experiences, awareness with clients, calming, internal chat, taking slowly, and
connecting boundaries between sessions increased when they practiced mindfulness-
based practices. Moreover, the therapeutic presence was also investigated in children.
It was discovered that cultural humility, therapeutic presence, and reduced attachment
anxiety strongly predict therapeutic alliances among children who experienced
interpersonal trauma (Grad, 2022).

Few studies focused on the therapists' presence experience during distant counseling
occasions. In the middle of the COVID-19 crisis, Geller (2021) published a paper that
covers suggestions for managing the therapeutic presence before and during online
counseling sessions. This article recommended several aspects of the therapeutic
presence in tele mental health. These include safety and security, being consistent with
the place where the counseling session is conducted, arranging distance with the screen
and lighting, dressing professionally, and checking the client's present conditions.

Evidence-based research was also conducted slightly on the topic. For example, the
therapeutic presence in online counseling significantly predicts the therapeutic bond
during eight or 12 sessions of cognitive behavioral therapy. Thus, it was found that
presence is crucial for establishing bonds (Bouchard et al., 2007). A more recent study
also found that perceived abilities regarding using skills like empathizing, using
silence, and information security are significant predictors of ensuring the therapeutic

presence among tele mental health providers (Rathenau et al., 2022).

Additionally, an interpretative phenomenological analysis study shows that therapists'
presence by totally listening to their clients is related to their theoretical orientation
(Stange Bernhardt et al., 2021). Holistically being with the client positively influences
the therapeutic relationships (Stange Bernhardt et al., 2021). Therapists' attention and

focus might be necessary for the therapeutic presence. Psychotherapists' attention
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difficulties and concentration are also affected due to the distractors during online
counseling sessions (Trabucco et al., 2021).

As a result, the therapeutic presence is a discussion point in face-to-face and online
counseling. As the development of online counseling improves with time and
technology, fostering the therapeutic presence in online counseling modalities might
be more crucial. Clients who enter counseling with a computer-based practice expect
a similar relationship with face-to-face counseling settings. Therefore, psychological
counselors should establish an ethically, legally, and efficiently organized virtual

presence in an online environment (Jencius, 2014).

2.6. Use of Counseling Skills and Techniques in Online Counseling

Therapists' actions, techniques, and abilities in the sessions are the indirect fostering
elements for clients' perception of therapeutic experiences (Agathokleous & Taiwo,
2022). Few studies focused on adapting skills and techniques to online counseling
(Cipoletta & Mocellin, 2018; Khan et al., 2022; Trepal et al., 2007; Wood et al., 2021).

In a study by Khan et al. (2022), professionals reported that skills and techniques that
identify the competency of psychological counselors were not extensions of traditional
counseling skills. Those skills should be expressed differently in online counseling
settings (Khan et al., 2022). Also, in this study, psychological counselors said that
different types of online counseling might facilitate varying skills, like focusing more
on verbal techniques in only audio-utilized online counseling (Khan et al., 2022).
Additionally, psychological counselors introduced the wuse of different
implementations in conjunction with traditional skills in online counseling to solve
physicality problems, such as clarifying questions to detect nonverbal behaviors that
might indicate anxious feelings of the clients. (Khan et al., 2022). A qualitative study
also found that psychological counselors' practices mainly utilized attentiveness and
listening skills in online counseling (Smith & Gillon, 2021). Consequently, the
efficient and more utilization of verbalized skills and techniques in online counseling
might be necessary for understanding clients' physical and spatial conditions during

sessions.
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Making a proper transition from face-to-face to online counseling modalities in terms
of skills and techniques could be crucial to effective online counseling conduct. In the
literature, it was suggested that practitioners have difficulty arranging their face-to-
face skills and techniques in the online environment (Wood et al., 2021). They had
reservations about therapeutic implementations in online counseling (Cipoletta &
Mocellin, 2018). For instance, in a study, students who transitioned from face-to-face
to online counseling during a pandemic perceived that online counseling is valuable
in developing their skills for future employment within technology-utilized practices.
However, they revealed that role-playing activities in the online environment are less
authentic than face-to-face (Young et al., 2021).

The psychoeducation and self-help aids of the counseling may also play a valuable
role. It could be possible to guide clients in an online environment to perform some
psychological techniques, especially during crisis times when the need for
psychological help is at its peak. For example, one of the experiential studies
investigated whether online self-help relaxation and mindfulness techniques
effectively reduce anxiety during the COVID-19 era. This study discovered that both
mindfulness and relaxation techniques are effective in online counseling. However, it
was found that online mindfulness techniques were more effective than self-help
relaxation techniques (Suranata et al., 2021). Similarly, Quigley et al. (2022)
discovered that self-help mobile health intervention that includes sending messages to
modify unhealthy behavioral patterns significantly decreased graduate students'
anxiety and depression levels. So, when adapting techniques and skills to an online
environment, professionals may need to be well-competent to use techniques that

cultivate self-help strategies.

Using unusual methods to conduct sessions by utilizing technology as well as online
platforms may require the ability to the adaptation of techniques and skills. Thus, this
could be an emerging concern among professionals as few studies directly investigate
the creative use of techniques in tele mental health settings (Bolton et al., 2021;
Hurford, 2021; Tribe et al., 2021; Quigley et al., 2022). For instance, virtual-based
creative play therapy strategies were discussed in the literature, such as using sand

trays, the videogames and setting up virtual offices offered as ways of practice (Bolton
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et al., 2021). The implication of these activities depends on the technological and
material accessibility, tolerating computer-using skills of the children, modifying
virtual sessions by considering children's developmental levels, and drawing borders
of the online sessions (Bolton et al., 2021). In addition to that, Hurford's (2021)
research on a case study who suffered from alcohol addiction during COVID-19
showed that the availability of variables in the households constitutes a creative form
of counseling by using pets, encouraging the client to create a Facebook page from
dog's point of view and fostering him to use humor. Tribe et al.'s (2021) study shows
that creativity-based intervention programs result in improvement among clients who
experience mood and anxiety issues. However, only a few clients developed
substantial clinical improvement in well-being and mood scores. Nonetheless, these
studies were mainly conducted in the face of the pandemic, and further research on the

creative use of techniques may need to be addressed more in the literature.

To conclude, online counseling enables professionals to change and find new ways to
practice their techniques and skills. Whether it is increasing classical techniques by
adapting them to the online environment, use of self-help strategies, or fostering
creative skills, there might be a need for structuring new methods in conducting online

counseling sessions.

2.7. Advantages of Online Counseling

The most widely discussed topics regarding online counseling might be its
opportunities and drawbacks. It is interesting to note that some advantages could turn
into disadvantages, whereas some disadvantages could be advantages under different
circumstances. Indeed, there are various opportunities in online counseling, such as
remote access (Chester & Glass, 2006; Fang et al., 2018; Richards, 2009), convenience
(Chester & Glass, 2006; Vongtangswad et al., 2017), clients’ openness (Khan et al.,
2022). Also, flexibility (Amos et al., 2020; Chester & Glass; 2006; Fang et al., 2018)
and affordable costs (Centore & Milacci, 2008; Chester & Glass, 2006) are some
advantages of online counseling in addition to these opportunities initially mentioned
(Barutgu Yildirim et al., 2021; Chester & Glass, 2006; Lau et al., 2013).
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Many studies explore the benefits of online counseling in the literature that indicate
similar results. One of the most frequently argued opportunities is the accessibility of
online services (Baker & Ray, 2011). According to Sussman (2004), one of the
advantages of online counseling services might be reaching individuals who live in
geographically isolated areas. Apart from this, those who are physically disabled and
seriously ill people who cannot leave their homes may have access to this service with
the help of online counseling. Additionally, people with responsibilities related to their
children or elders may get help more easily without thinking about how they will
arrange their time (Sussman, 2004). Having an opportunity to reach any time in the
day creates a unique opportunity in online counseling in terms of accessibility, and
this helps professionals get the individuals that otherwise may not be accessible
(Mallen & Vogel, 2005). These suggestions are valid as some recent evidence-based
studies indicate that psychological counselors perceive escaping from geographical
barriers as the most valuable advantage in online counseling (Cipoletta & Mocellin,
2018; Nagarajan & Yuvaraj, 2021). Additionally, a study conducted in the Australian
context shows that practitioners are less comfortable using online counseling than in-
person services. When they look from the client's perspective, online counseling
contributes to social justice values by reaching remote areas, rural people, and

individuals who suffer from their issues (Knott et al., 2020).

Different from accessibility, another topic regarding the advantages of online
counseling is its convenience, flexibility, and comfort in terms of time and space. For
instance, it was claimed that with the asynchronized form of online counseling, it
would be possible to overcome time boundaries between therapists and clients (Baker
& Ray, 2011). In the literature, practitioners believe that one of the highly rated
benefits of online help is to optimize time for the clients and psychological counselors
(Cipoletta & Mocellin, 2018). The counselor's availability was increased by avoiding
the requirements of physical being in the environment (Cipoletta & Mocellin, 2018).
A study by Nagarajan & Yuvaraj (2021) also indicates that mental health providers
also consider the online counseling practice as a very convenient, in other words, easy

and comfortable practice to perform in terms of physical conditions and time.
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Another discussed issue in online counseling was its economic advantages. It was
suggested in the literature that online counseling enables mental health professionals
to escape renting an office. Therefore, it would be possible to provide and receive more
affordable help for both parties (Centore & Milacci, 2008). Nevertheless, it is a
controversial advantage as half of the sample rated affordability for the clients in
another research (Cipoletta & Mocellin, 2018).

Online counseling might help avoid social stigmatization and self-stigmatization
issues. Being anonymous could positively affect clients’ defensiveness in the sessions
(Chester & Glass, 2006). One of the types of research on this topic is a case study.
Mitchell and Murphy (1998) indicate that receiving online counseling services for
those worried about stigmatization would be easier. They also added that text writing
might be helpful since the writing experience can be considered a practice of
therapeutic intervention. So, online counseling could be advantageous for clients who
worry about being seen by others in counseling offices. They may feel more
comfortable and safer in online counseling sessions since they will receive this service
at home (Sussman, 2004). Similarly, clients who suffer from severe issues like sexual
abuse, rape, and violence may choose online counseling since it would provide a more

encouraging and safer environment to express themselves (Joyce, 2012).

A recent study by Tirel et al. (2020) shows different advantages and usage of online
counseling, except for crisis issues like a pandemic. Their research indicates that
online counseling usage increases or decreases depending on the season. The study
shows that people are more likely to seek online help in winter than in the summertime.
Using hybrid counseling modalities, including face-to-face and online help
interventions, would be beneficial. Weather conditions and difficulties with the road
in those conditions may foster to conduct of sessions efficiently.

Supporting this claim, a more recent mixed-method study by Chan (2020) focused on
the different features of online, face-to-face, and hybrid counseling among youth and
emerging adults. The quantitative results show that hybrid counseling is a better form
of counseling than online and in-person as it can overcome the disadvantages of other

modalities. The qualitative part of the study shows that both online and face-to-face
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counseling have different characteristics. Thus, online counseling can be beneficial in
terms of psychological and personal issues in general. On the other hand, the face-to-
face modality is more likely to be helpful when physical closeness is more necessary

in counseling sessions.

2.8. Disadvantages of Online Counseling

There are several disadvantages in online counseling literature, which are sometimes
embodied with ethical issues. Sometimes these are separately explained by the
researchers. It might be essential to note that the type of challenge can be changeable
depending on the type of online counseling (e.g., videoconferencing, e-mail, or text-
based). In counseling, Alleman (2002) proposes that nonverbal behaviors can be
beneficial and troubling simultaneously. While they may be helpful and give
additional information about the client, they may also lead to distraction, confusion,
and misguidance since the counselor’s behavior influences the client (Alleman, 2002).
So, one of the discussed disadvantages of online counseling is the lack of nonverbal
cues and behaviors that cause challenges in at least one of the communication
dimensions, like building trust, establishing rapport, understanding, and getting
information about the client’s body experiences. (Alleman, 2002; Callahan & Inckle,
2012; Mallen & Vogel, 2005; Tanrikulu., 2009; Trabucco et al., 2021; Zeren, 2017).
Regardless of the online counseling type, this issue may create trouble among

professionals because some body parts are unseeable, even in videoconferencing tools.

Whereas accessibility is considered an advantage of online counseling, some
practitioners think that some communities and rural areas may not access decent
internet to receive help (Knott et al., 2020). One of the recent reports showed that the
psychological help receivers' rate among adults with mental issues in the US is 46.2%.
(NIHM, 2020). This rate might be perceived as relatively low in terms of the year of
this report and technological development worldwide. Regarding social justice in the
counseling field, the online counseling process demands technological assets that
should be reachable to clients and psychological counselors (Amos et al., 2022). Thus,
the equal chance needs to be attributed to online counseling despite clients not having
the required devices to access these services without socioeconomic barriers (Simpson
etal., 2021).
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Gonzalez (2022) suggested that the only problem is not just receiving and reaching
psychological help, as there might be barriers regarding high prices and lack of low-
cost implications. Also, the education level and people's awareness may not be
adequate. Thus, this may cause less help-seeking behavior, or there may be no
opportunity to reach providers or have sufficient mental health requirements in the
living region (Gonzalez, 2022). Thus, the “access” as technology cannot be accessible

for every receiver with price, internet access, and computers (Reljic et al., 2013).

As researchers consider these issues, professionals need to be aware of social justice
issues among the client population worldwide in online counseling (Knott et al., 2020).
Consequently, integrating technology into counseling education is a valuable course
of action for providing help and creating cooperativity in multicultural perspectives
(llieva & Erguner-Tekinalp, 2010).

Another issue discussed in online counseling literature might be time issues.
Technically, asynchronous e-mail-based online counseling might lead to time delay
issues that lead to clients thinking about the delay’s reason. As a result, clients’ anxiety
may increase, although it might be helpful to think about more accurate responses
(Rochlen et al., 2004). The client’s safety might be critical as there is no guarantee that
the counselor will respond immediately to the client’s e-mail, so psychological
counselors may not be capable of dealing with this situation entirely (Mitchell &
Murphy, 1998).

Technological and technical issues also may create another challenging aspect while
providing and receiving online counseling services. In the literature, therapists stated
that limits in clients’ computer skills lead to difficulties conducting online counseling
services (Haberstroh et al., 2008). Also, Cipoletta and Mocellin (2018) show that
professionals are frustrated with the technical issues that happen during online sessions

after losing nonverbal signs in communication.

2.9. Preferences for Online Counseling

One of the arguments in online counseling is whether it is applicable and appropriate
for any specific issue. Researchers discussed that issue in the literature. Some indicated
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that severe topics are not suitable and preferable in online counseling, and others
claimed the opposite. For this purpose, researchers studied specific issues in the
literature by considering theoretical orientations. For example, in a quantitative study
with solution-focused brief therapy in online videoconferencing for mild to moderate
anxiety among undergraduate students, the outcomes were effective in both online and
in-person treatments (Novella et al., 2022). So, the comparison of both services

showed that they are both effective in dealing with anxiety issues.

Similarly, a broad umbrella review covered additional issues of anxiety. The study
found that online and computer-based interventions effectively decreased symptoms
of stress, anxiety, depression, and eating-related issues (Harith et al., 2022). Moreover,
an experimental study during lockdown stages from Italia suggests that decreasing
negative affect and state anxiety is achievable within one online session.
Psychoeducational approaches would be beneficial in online practices. Still, they
found that a single online counseling session is not enough to show the change in

positive affect and well-being of individuals (Carbone et al., 2022).

Severe issues were considered a complex implementation area for online counseling
(Chester & Glass, 2006; Connolly et al., 2019; Farrer et al., 2022; Tanrikulu, 2009).
Issues related to depression, trauma, suicide, divorce, grief, and behavioral disorders
are not preferable for online counseling sessions (Tanrikulu, 2009). This issue might
be related to different reasons such as satisfaction from the sessions, managing them,
and providing/receiving a proper helping process. These reasons may vary from one
issue to another, and the type of online counseling might influence the preferences.
For example, e-mail counseling did not fulfill the therapeutic requirements while

working with people with breast cancer (David et al., 2011).

Additionally, a comparison study indicates that a positive and durable therapeutic
relationship can be established with individuals with trauma issues during online
counseling. However, the therapeutic relationship in online counseling is less
predictive in terms of counseling outcome than in face-to-face counseling

(Knaevelsrud & Maercker, 2006). This result from the study may indicate that trauma
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can also be worked through online settings when the therapeutic relationship's healing
feature is considered. However, face-to-face counseling is still a better modality.

Moreover, online mindfulness-based therapy was found efficient and feasible for
people with late-stage bipolar disorder (Murray et al., 2015). People with eating
disorders benefit from internet-based implications because of the anonymity, easy and
quick accessibility, and reaching the help through writing form (Moessner & Bauer,
2012).

Addiction issues were also addressed in the literature. For example, Tanrikulu (2009)
revealed that psychological counselors tend to choose guidance interventions over
counseling practices for addiction issues (Tanrikulu, 2009). More recently, a study
investigated substance use among families and how they benefitted from online
counseling (Dilkes-Frayne et al., 2019). Contradictorily, they found that online
counseling helps families to take a step toward initial contact with the services. Online
counseling services also enable families with substance use issues to decrease stress,
be action-oriented, increase communication, find appropriate follow-up methods and
contact local help settings. In this study, online counseling helped families avoid
societal stigma and obstacles. It was also found that families expressed their
experiences much more comfortably than through face-to-face communication
(Dilkes-Frayne et al., 2019).

Online counseling could be a better option for young individuals since they perceived
power balance in the therapeutic alliance and felt less anxious and stressed (Bambling
et al., 2008; Chan, 2020). It is familiar with the young people’s lifestyles and answers
to youth’s interests and requirements (Chan, 2020). However, another study with
young individuals revealed that psychological counselors tend to use online counseling
as an adjunct to face-to-face services (Dowling & Rickwood, 2014). Their clients are
unsatisfied with the online counseling sessions by attending only one or two sessions
(Dowling & Rickwood, 2014). It was also discussed in the literature within a single
online counseling session that there might be a lack of depth about the issues discussed
during the sessions with adolescents (Chardon et al., 2011). The session process in the

transcripts is more likely consisted of giving-receiving information, and there was an
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absence of action-based goals and goal settings (Chardon et al., 2011). Furthermore,
Glasheen et al. (2016) also found that in the school context, students who seek support
tend to choose online counseling rather than face-to-face counseling for fragile issues
that are hard to discuss and express, like sexuality. However, the wide application of
which topics are appropriate in line with the therapeutic approaches and techniques in
the literature is not investigated adequately.

Researchers also paid attention to examining romantic and couple issues in online
counseling. For example, a recent study (Nelson et al., 2022) discussed intimate
partner violence and attitudes towards online counseling preferences of people. The
study showed that individuals who experience intimate partner violence prefer fewer
online help modalities compared to face-to-face ones. This research also included the
LGBT individuals’ intimate partner violence and their perception of openness to online
help-seeking. It was found that their openness is higher than those who do not consider
themselves a part of the LGBT community, possibly because of the social stigma

towards this community (Nelson et al., 2022).

The literature suggests that in online counseling, less severe and guidance-type topics
such as career problems, procrastination, and time management would be preferable
compared to challenging topics and issues (Tanrikulu, 2009). In parallel with this, in
an experimental study about the role of hardiness and psychological capital on career
decision-making via online career counseling, it was discovered that face-to-face and
online counseling groups share similar therapeutic factors (Pordelan & Hosseinian,
2021). Additionally, it was found that online counseling services allow young people
to revisit and see the materials about the conversation held with therapists. (Chan,
2020; Pordelan & Hosseinian, 2021). As a result, although there would be some
reservations and risks on severe issues, it might be helpful for some key issues and
types of clients. It can be deducted from the literature that preferences of online
counseling for the topics among professionals mostly align with controllable problems
so that they can avoid possible harm and severe consequences and perform effectual

help.
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2.10. Training, Education, and Suggestion in Online Counseling

Traditional counseling education includes basic skills learning based on face-to-face
communication styles. With technological development, online counseling and
utilizing technology for these practices may lead to being competent indifferently.
Training for therapists in the online counseling field is still a developing area, and

there is a lack of sources that can be trustable to receive training. (Anthony, 2015).

The research on this topic is rare, as one study shows that only 0.9% of the ACA
journal articles emphasized technology use in counseling. However, growing
sympathy toward technology use among practitioners in these few articles became
prominent (Woo et al., 2020). This result may indicate that the counseling field needs
further research on training regarding technology use in counseling. One of the early
studies in online counseling introduced strategies to use and teach counseling skills
during online counseling (Trepal et al. 2007.) However, more recent studies may be
needed because when technology develops, online counseling types may also shape
by these technologies. The manifested professionalism for workers in health and social
help is transforming into combined professionalism (Silvennoinen, 2020). It contains
both manifested and unmanifested work strategies as the digitalization of job
procedures. Thus, Increased quality requirements in work result in competency
methods in using resources, adopting both synchronous and asynchronous work,
global technological practices, and providing solutions (Silvennoinen, 2020). The

future of providing counseling may not be different from other working areas.

The COVID-19 process forced associations and professionals to pay attention to
problems about how to provide online counseling services. Training guidelines and
education for mental health professionals by some institutions and associations were
prepared to help them in providing appropriate. For instance, the Board Certified-Tele
Mental Health Provider (BC-TMH) certification was developed to assist experts in
guiding their online help. It was created by the Center for Credentialing & Education,
a fellow of the National Board for Certified Counselors (NBCC), in meeting with
heads in the area. BC-TMH supplies the information, education, and credibility that
practitioners need, qualifying them to pursue the most promising preparations to

present secure and sufficient helping processes in online counseling (CCE, n.d.). These
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attributions are new approaches for training psychological counselors in online
settings.

Some organizations did not provide training and education. However, some
associations and institutes have been established for the online helping process before
COVID-19, such as the International Society for Mental Health Online and American
Telehealth Association (ATA). Although some organizations previously covered
guidelines in online counseling, their licensure and training are not well-established.
Recently, only some organizations have distributed these certification processes
abroad, like Telebehavioral Health Institute, Association for Counselling and Therapy
Online (ACTO), and Telehealth Certification Institute.

Telebehavioral Health Institute (TBHI) gives training regarding online mental help
settings. It was suggested that they also reduced training fees during COVID-19 to
help a group of therapists’ practices and accessed 51% of the population of

professionals and client profiles globally (TBHI, n.d.).

In addition, ACTO also published a paper about counseling young people in online
settings and introduced their plan regarding these. Their statement includes the
competency criteria results from experienced online practitioners’ discussions in a
panel, and they plan to use blogs to make a further addition to these panels (ACTO,
2022).

Online psychological help training might be crucial. Working in the virtual space will
gain vitality, and being a competent provider will become a fundamental need when
helpers graduate and start to practice online counseling (Anthony, 2015). It may not
be a lie to say that the pandemic indirectly fostered this experience for mental health
professionals. As a result, it might be a concern for providers who benefit from
technology to train and practice since there is a limited number of evidence-based
research on integrating efficient technology utilization and counselor education and
training (Woo et al., 2020).
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Suggestions in online counseling are generally established around non-evidence-based
articles (e.g., commentaries) in the literature. Recommendations were given by
researchers’ inferences based on their findings and looking over the literature. One of
the rare evidence-based studies covers the implementation of internet interventions. It
was declared that practitioners expect to see training that teaches using counseling
skills when they need to deal with the absence of nonverbal cues in online counseling
in the future (Menon & Rubin, 2011). Similar to this research, Nagarajan & Yuvaraj
(2021) discovered that practitioners consider their face-to-face counseling education
ineffective in dealing with issues, such as imagining clients’ presence, text
communication in online counseling, and how to follow nonverbal cues clues in the
online environment. Therefore, it might be assumed that professionals desperately

suggest a need for specific online counseling training to cope with these difficulties.

As a result, there is a scarcity of evidence-based suggestions that raise the question of
“what might be the practitioners’ and receivers’ ideal effective help?” among people.
After they lived with numerous online counseling experiences during the worldwide
pandemic, it may be critical and meaningful for the researchers and the practitioners
to establish their online counseling practices within the suggested dimensions from

lived experiences.
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CHAPTER 3

METHODS

In this chapter, the research design, participants and sampling method, data collection
instruments, data collection procedure, data analysis, research trustworthiness, and

study limitations are explained, respectively.

3.1. Research Design

This study aims to understand clients’ and psychological counselors’ experiences,
views, and suggestions regarding online counseling. To reach this aim, the researcher
adopted a phenomenological research design, one of the qualitative research designs.
The purpose of qualitative methods is to understand the phenomena’s nature and
interpret it from the eyes of the people who live this phenomenon (Langdridge,
2007). According to Heidegger (2010), the term phenomenology originated from two
Greek words, which are “phenomenon” and “logos.” The first one has a meaning that
1s “to show itself,” whereas the latter is described in terms of different meanings but
something that has a sense of “relation” and “relationship.” Phenomenology attempts
to reach the essence and purity of the transcendental object. This process was
achieved by avoiding the things that lead to bias and influencing presuppositions
(Moustakas, 1994). Phenomenological research design deals with the lived
experiences of individual groups (Creswell, 2007). It starts with curiosity and
questions that aim to find unusual in usual and differences in the similarities (van
Manen, 2016).

3.2. Sampling Method and Participants

Criterion sampling, a subcategory of purposive sampling with the snowball sampling

technique, was used to select study participants. There were two common inclusion

criteria for psychological counselors and clients. The first inclusion criterion is
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providing or receiving online psychological counseling using videoconferencing tools
(e.g., Zoom, Skype, WebEX, etc.). The second is to have an experience of at least eight
online sessions. In phenomenological studies, data sources are individuals or groups
who experience the phenomenon. For this reason, the present study's sample consists
of psychological counselors and clients who have experience in online counseling via

videoconferencing.

The snowball sampling technique was utilized during the sample selection process to
find new participants who met the criteria through referrals from current participants
(Fraenkel et al., 2012). Snowball sampling was helpful, especially in reaching out to
clients for interviews. Some psychological counselors referred to their clients as study

participants.

3.2.1. Participants of the Study

The number of participants should not exceed ten in phenomenological studies
(Yildinm & Simsek, 2018, p. 71). On the other hand, interpretative phenomenological
analysis typically suggests smaller sizes (see Smith et al., 2009). Moreover, Smith
(2011) reviewed the research with interpretative phenomenological analysis in
psychology and found that there are also promising studies that have high-quality with
relatively larger samples, generally ten or more (e.g., Turner et al., 2002; Murray &
Rhodes, 2005; French et al., 2005; Reynolds & Lim, 2007; Dickinson et al., 2007,
2008).

Since an individual counseling session consists of two people (counselor and client),
the researcher believed that understanding the essence of the participants’ online
counseling experiences is essential to reaching experiences, views, and suggestions of
two sides. The current study's sample was reached by considering the studies that
operate interpretative phenomenological analysis and suggested sample sizes,
particularly for phenomenological studies. Thus, the sample of the current study
included two groups. The study participants were ten psychological counselors and ten

clients with at least eight online session experiences via videoconferencing.
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Participants in the clients' group came from different statuses, such as students, e-
commerce entrepreneurs, marketing workers, research assistants, and clinical
psychologists. Seven were female, two were male, and one was non-binary. The
minimum number of online sessions a client participant had was 10; the maximum was

70. Clients’ demographic information was summarized in Table 3.1.

Table 3.1
Demographic Information of Clients
Gender Age Education Duration of Number of
or Occupation Experiences Sessions
fof ocC fof ocC
Cl Female 24 B.S. student 1 5-6 4 21
month  months
C2 Male 26 M.S. student 21 25 3 10-11
minutes months
C3 Female 24 B.S. student 6 7 6 25
months  months
C4 Female 26 M.S. student 2 1 100-150 50
years year
C5 Non- 24 B.S. student 1 3 12-13 12
binary year  months
C6 Female 27 Marketing 3-4 1.5 15-20 100
worker months  years
C7 Female 26 Marketing 5-6 1-15 10-17 55-70
worker months  years
C8 Male 36  E-merchandiser 3.5 2 55-60 55-60
years years
C9 Female 30 Software 0 4-5 0 18
merchandiser months
C10 Female 30 Clinical 3-4 2-2.5 12-15 100

psychologist months  years
Note. C=Client, f2f=face-to-face counseling, OC=online counseling, B.S.=Bachelor
of Science, M.S.=Master of Science.

Participants in the psychological counselor group worked in different institutions, such
as private counseling offices, university settings, public institutions, and schools. Five
were female, four were male, and one was queer. The counselor’s average age was
33.9. The minimum number of online sessions a counselor participant had was 40; the
maximum was 600. Psychological counselors’ demographic information was

summarized in Table 3.2.

50



Table 3.2
Demographic Information of Psychological Counselors

Gender Age  Education Years of Number of

Experiences Sessions

fof  OC f2f oC
PC1  Female 30 M.S. 3 1.5 600 300
PC2 Male 42 Ph.D. 10 2 1500-2000 500-600
PC3  Male 40 M.S. 17 2 5000-5500 600
PC4  Male 42 Ph.D. 21 2 500-600 150-200
PC5 Female 27 M.S. 2 1 200-300 40-50
PC6  Female 26 M.S. 2 1 50-100 120-150
PC7  Female 34 Ph.D. 11 4 370 60-70
PC8  Female 38 Ph.D. 11 4 720-900 250-300
PC9 Male 28 B.S. 2 152 50-70 70-90
PC10  Queer 26 M.S. 3 2 100-110 145-150

Note. PC=Psychological Counselor, f2f=face-to-face counseling and OC=online
counseling. B.S.=Bachelor of Science, M.S.=Master of Science, and Ph.D.= Doctor of
Philosophy.

3.2.2. Background of the Participants

3.2.2.1. Client1l

Client 1 is a sociology student. Her previous face-to-face counseling experience was
with a psychologist or clinical psychologist; she did not remember the details of the
professional’s background. She received help for family issues, romantic relationships,
and career/vocational choices. She searched the professionals on the internet and found
them there. She was not checking the providers’ backgrounds to verify. In the online
process, Client 1 received online psychological help from a different psychological
counselor. She received support from the university facilities where she is a student.
Her reason for getting help was anxiety, family, and social issues. She and her
psychological counselor utilized Zoom to conduct sessions, and she did not consider
checking the psychological counselors’ expertise area since the university provided

the help. It seems to be trustable professional in that sense.
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3.2.2.2. Client2

Client 2 has received education in different fields and is now a master's student in
human resources. Client 2 was unsatisfied and unfortunate with his face-to-face
counseling sessions. When he received face-to-face sessions, he was a nurse at a
hospital and received help from the hospital's psychiatrist. Because he was working in
the same place where his psychiatrist offered help, he already knew the professional.
So, there is no need to verify and understand the professional's background. He got
counseling for vocational and career choices at that time. He received help from a
different psychological counselor known by their friends in online counseling. He
reached the psychological counselor through social media and checked the provider's
background in detail as he also comes from the helping profession. He received help
with anxiety and anger management in online counseling. He and his psychological

counselor used Zoom to conduct sessions.

3.3.2.3. Client3

Client 3 was from the sociology field. She also received several face-to-face help from
different psychiatrists during her face-to-face helping process. She went to the national
and private hospitals to get help and did not check the background and proficiencies
of the providers. She suffered from stress, panic attack, and depression during that
period. The counseling process was also started for anxiety and fear of depression
relapse. She was searching for a professional on the internet and saw a social project
that aims to help individuals who cannot receive help on Instagram. She received

service from a psychological counselor and held meetings by using Zoom.

3.3.24. Client4

Client 4 was a research assistant in the psychology field. She was aware of choosing
and checking the professionals’ educational backgrounds. She received face-to-face
and online counseling services from the same professional. They switched to online
sessions because of the pandemic. She reached her clinical psychologist via her
lecturers’ recommendations. They made the meetings by using Skype. The reason for

getting help was trauma, family, and issues with social anxiety in both formats.
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3.3.25. Client5

Client 5 described herself as a non-binary individual. She is a sociology student and is
working with HIV individuals. She received help from different psychologists during
the whole helping process. Initially, her family took her to therapy during the face-to-
face counseling process. She trusted the family about the practitioner. She received
help with relationships, family conflicts, stress, and career issues. In online counseling,
she reached her therapist via a web network in the psychology field, checked the
professional’s CV, and sent it to one of her friends to ask about the expert. During that
process, she applied for help for family conflicts, sexual orientation, break up and

career adaptation issues. She and the psychologist held meetings in Zoom.

3.3.2.6. Client6

Client 6 was working at a business company, and she was a merchandiser there. Topics
she applied for in face-to-face help were family, trauma, and relationship issues. She
was receiving therapy from a psychologist at the hospital at that time. In online
counseling, she reached another psychologist via the suggestion of the previous helper.
This time her topics were academic issues and family issues. She used the web to look

for their educational backgrounds to choose each provider.

3.3.2.7. Client7

Client 7 was a psychology graduate student doing her master's degree in cognitive
sciences in Germany. Her face-to-face experience was from university facilities. She
checked the expert's background at that time but was unsure whether the professional
was a psychologist or a clinical psychologist. At that time, she was suffering from
depression and anxiety. In the online process, she asked for help on relationship issues,
stress, anxiety, depression, and adaptation to life in Germany. She received support
with a specific app that was developed and named Hiwell. Sometimes they switched
to Zoom to hold meetings because of some problems in the app. The professional was
a clinical psychologist appointed by the program by client issues. She found this app

on the internet while searching in Google Play.
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3.3.2.8. Client8

Client 8 was an e-commerce entrepreneur. He also received help from the same
professional in face-to-face and online helping processes. He found his psychiatrist
with the recommendation of his wife, who is a psychologist. During the face-to-face
helping process, he suffered from work stress, sleeping issues, relationship issues,
anxiety, and alcohol use. Their meetings were held on Zoom and FaceTime. The

components of the sessions were the stress and anxiety he was experiencing.

3.3.29. Client9

Client 9 is a software merchandiser. She was different from all the participants as she
had never received face-to-face help. She received support from a psychological
counselor. She mentioned that the reason for receiving help was being traumatized
after the divorce. She reached the psychological counselor by the reference of a friend
that works in the same setting as the psychological counselor. She did not apply any
further checks for psychological counselors’ educational backgrounds. She used

Skype for the sessions.

3.3.2.10. Client 10

Client 10 was a clinical psychologist, and she also received help from a clinical
psychologist. She also experienced face-to-face and online helping processes with the
same expert. They started with the topics of relationships, family, and academic issues.
She reached the provider with the reference of a friend. Also, she asked directly about
the expert’s specialties and searched the internet about the professional’s educational

background.

3.3.2.11. Psychological Counselor 1

Psychological counselor 1 was a psychological counselor who worked in university
settings. She uses Zoom during online counseling sessions, although she believes it is
not a secure app. She did not receive any online counseling education before
conducting sessions. She utilizes Solution-focused Therapy and Cognitive Behavioral

Therapy approaches in online counseling and face-to-face counseling sessions.
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3.3.2.12. Psychological Counselor 2

Psychological counselor 2 was using skype during online sessions. His counseling
orientations were mainly mindfulness-based approaches with Acceptance and
Commitment Therapy and Cognitive Behavioral Therapy. He also did not receive any

education about the online counseling process.

3.3.2.13. Psychological Counselor 3

Psychological counselor 3 adopted Rogerian, Acceptance and Commitment Therapy,
and Cognitive Behavioral Therapy approach in his practices. He admitted that the
orientation techniques are less effective in emotions in online counseling and did not
receive any training. He uses Zoom and FaceTime for his sessions. He is also the

psychological counselor of Client 1.

3.3.2.14. Psychological Counselor 4

Psychological counselor 4 described himself as a professional that uses an eclectic
approach in terms of therapeutic orientation. His eclectic approach includes
Humanistic, Cognitive Behavioral Therapy, Gestalt, and Psychodrama tools. He
thought that the action-based interventions in online counseling were hard to work. He

mentioned that he also learned about online counseling without receiving training.

3.3.2.15. Psychological Counselor 5

Psychological counselor 5 utilizes Emotion-Focused Therapy and Cognitive
Behavioral approaches during her sessions. She mentioned that CBT interventions
work more than the ones she used in Emotion-Focused Therapy to make manageable
sessions in terms of emotional intensity during the sessions. She did not receive any
online counseling education. Formerly, she thought Google Meet was a more secure
application because Google previously supported it. However, then, she started to use

Zoom.

3.3.2.16. Psychological Counselor 6

Psychological counselor 6 is a family counselor and an individual counselor. The
therapeutic orientation that she adopts was described mainly as an eclectic orientation.
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She specifically utilizes Systemic Family Therapy and Cognitive Behavioral
approaches in face-to-face and online counseling sessions. She stated that her lecturer
touched upon online counseling in one of her master’s classes but did not provide
comprehensive information. She uses Skype for meetings with her clients. She is the

psychological counselor of client 9.

3.3.2.17. Psychological Counselor 7

Psychological counselor 7 utilizes Cognitive Behavioral Approaches, Solution-
Focused Brief Therapy, and Acceptance and Commitment Therapy approaches in her
theoretical orientations. She was knowledgeable about online counseling as she
participated in online counseling conferences. She started online sessions by using
Skype and then continued with Zoom for her online sessions.

3.3.2.18. Psychological Counselor 8

Psychological counselor 8 utilizes Family Constellation Therapy and Eye-Movement
Desensitization and Reprocessing and Psychodynamic tools in her counseling. She did
not receive any education about online counseling. She allows clients to choose which
platform they are comfortable with while getting counseling sessions. Respectively,

she uses Zoom, WhatsApp, and Skype.

3.3.2.19. Psychological Counselor 9

Psychological counselor 9 also utilized systemic family therapy and Rogerian
approaches for his counseling sessions. He also uses tools from the psychodynamic
approach, Positive Psychotherapy, and Emotion-Focused Therapy. He participated in
training at the beginning of the pandemic, and this training included the ethical
considerations of online counseling, its drawbacks, and how to cope with them. He
utilizes skype as he thinks the quality of the internet works better. If his clients do not
use Skype, he uses Zoom. In some conditions, he also provides sessions with
WhatsApp.
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3.3.2.20. Psychological Counselor 10

Psychological counselor 10 introduced himself as a queer individual that provided help
to people from different cultural backgrounds. He utilizes Gestalt, Cognitive
Behavioral, and Existentialist approaches. He revealed that online counseling was
mentioned negatively during his undergraduate years. His instructor said online

counseling could not be a type of counseling. He also provides sessions with Zoom.

3.3. Data Collection Instruments

In this study, data were collected through two semi-structured interview forms. These
forms are parallel. The researchers developed Online Individual Psychological
Counseling Interview Form for Clients (see Appendix D). Online Individual
Psychological Counseling Interview Form for Psychological Counselors were also
developed (see Appendix E). These forms were designed to collect data about

participants’ experiences, views, and suggestions concerning online counseling.

The interview forms were developed in three stages. In the first stage, relevant
literature was reviewed, and questions were written and discussed with the supervisor.
In the second stage, two expert opinions for the forms of psychological counselors and
two for clients were received. These professionals had Ph.D. degrees in psychological
counseling and had a lot of online counseling experience. During the expert reviews,
they were asked about the interview questions' clarity, comprehensiveness, structure,
and leading features. After the directions and feedback that were received from the
experts, the semi-structured interview questions were organized again. In the third
stage, cognitive interviews were employed with two psychological counselors with at
least one year of online counseling experience and two clients who received at least
eight online counseling sessions via videoconferencing. Participants of the cognitive
interviews were asked how they responded to the questions, whether the questions
represented the topic researcher wanted to ask and get, and whether the questions were
straightforward in understanding and giving specific answers. After these cognitive
interviews, a few changes were also employed, and the final instrument was prepared

for psychological counselors and clients.
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The forms have two parts. The first part of these forms contains demographic
information (age, sex, education, profession, and years of experience). The second part
includes questions about experiences, views, and suggestions concerning online
counseling. This section includes questions about the comparison between face-to-face
and online counseling, therapeutic process, preferences of online counseling,
advantages and disadvantages, social justice, technology use and competence, ethics,
skills, and suggestions questions. Few changes were administered between the forms.
The main difference between the psychological counselor form and the client form is
that the counselor form involves questions about the use of therapeutic techniques and
skills (See Appendix D). Also, the client form contains questions about reaching,

checking the professionals, and the content of the help (See Appendix E).

3.4. Data Collection Procedure

Data collection procedure starts with data collection procedures started with
receiving permission regarding the appropriateness of the study from the Middle East
Technical University, Human Research Ethics Committee. The protocol number of
the current study that the committee accepted was 189-ODTU-2021 (See Appendix
A).

The participants were reached through e-mail or phone by the interviewer. The
interviewer introduced the announcement statement in the e-mail. The participants
in this study were generally contacted by phone first. Only a few participants
preferred to learn about the research through WhatsApp. So, these participants were
informed through this communication platform. The appropriate time for both
interviewer and interviewee was arranged usually days before the interview. After
the time was organized, the interviewer informed clients that the informed consent
would be sent via Google Forms, the information given would only use for research
purposes, and the personal and private information would be kept. The researcher
sent the informed consent half or one hour before the interview. This process was
applied in the near time of the interview. The reason is that participants could read,
understand, and approve the material if everything was fine. The informed consent

form included the purpose of the study, how the interviewee could help, information
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about participating in the current research, and contact information regarding
researchers. The permission for audio recordings was collected through this form.

After participants’ permission, data were collected through semi-structured
interviews with ten psychological counselors and ten clients between October and
December 2021 via the Zoom program. Thus, the recordings were performed through
Zoom. Zoom records data as two recordings which are video and audio recordings.
The researcher informed participants that the video recording would be deleted after
the interview, as audio recordings were adequate for the research. The shortest
interview was 40 minutes, whereas the longest was one and forty-seven minutes. The
researcher conducted all Interviews via headphones at home in a private
environment. So, any risks of being heard by the people were eliminated. The other
people who lived with the researcher at home (mother, grandmother, and aunt) were
also well-informed about the cruciality of data privacy. They stayed in separate
rooms with closed doors during each interview. After three months, the data

collection procedure was completed by the first day of January 2022.

3.5. Data Analysis

Participants of the study were coded in abbreviations. Clients were coded with the
letter “C.” Psychological counselors were named “PC.” The data were analyzed by
utilizing interpretative phenomenological analysis. Phenomenological research
distinguishes itself from the phenomenological approach. It deals with describing the
phenomenon by asking “what” and “how” questions (Patton, 2002). In contrast, the
researcher adopts hermeneutics for making the reflection of the phenomenological
experience (van, Manen, 2016). This process aims to make attentive interpretations to
describe, explain and analyze the experiences (van Manen, 2016). Therefore, the
method of phenomenology turns into hermeneutics if the process is interpretative and
initially follows the way of explaining scripts explicitly rather than straightly following
the lived experiences (van Manen, 2016).

The interpretative phenomenological analysis is a phenomenological approach
because it investigates the unique experiences of individuals. It also utilizes

hermeneutics since it goes beyond the idea that understanding a personal experience

59



needs to include an interpretive stage for the researcher and the participant (Smith et
al., 2009). The interpretative phenomenological analysis suggests that it is impossible
to analyze by only first-person description (Larkin et al., 2006). One must take part in
constructing the researcher and the participant (Larkin et al., 2006). Thus, to
understand a phenomenon, a study with interpretative phenomenological analysis
needs to be a hermeneutic process (Smith et al., 2009).

The interpretative phenomenological analysis also suggests a third area to administer
in its approach. It adopts the idiographic approach, which offers case-by-case analysis
rather than nomothetic or group level (Pietkiewicz & Smith, 2014). In other words,
interpretative phenomenological analysis deals with exploring an individual’s single
and unique world by employing in-depth analysis. In this process, core aspects of the
idiographic approach are separately examining each case and then generalizing across
subjects (Pietkiewicz & Smith, 2014).

In this study, the researcher wanted to choose interpretative phenomenological
analysis. It has become a widely and frequently used methodology shortly after its
invention as one of the qualitative inquiries developed in recent years in psychology
research (Smith, 2011). The researcher engages with the cores of psychological
literature in interpretative phenomenological analysis (Langdridge, 2007). The
scientist focuses on describing a phenomenon but also gives a more excellent account
for conceptually interpreting the phenomenon (Langdridge, 2007). This analysis tends
to be widely used by researchers for topics regarding psychological interventions
recently. For example, in his review, Smith (2011) identified published papers that
used this analysis between 1996 and 2008. He found that studies with interpretative
phenomenological analysis increased over the years (Smith, 2011). These studies were
widely studied in health psychology (Smith, 2011). They are primarily on psychology-
related topics (e.g., psychological distress, clients’ therapy experience, therapists’
experiences, occupational psychology). One of the most frequently used key terms in
these studies was clients’ therapy experiences. Terms of therapists’ experience also
appeared moderately (Smith, 2011). The researcher in the current study wanted to
study the lived experiences of online psychological counseling from the perspectives

of clients and psychological counselors. The analysis was thought to fit appropriately
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with the current research’s purpose. The study areas of the interpretative
phenomenological analysis literature could be well-suited.

As mentioned before, the data collection was completed during the first days of
January 2022, and the transcription process has completed by February 2022. Voice
records of the interviews were listened to throughout time and transcribed by the
researcher carefully. Interpretative phenomenological analysis has six stages through
the data analysis process: (1) Reading repetitively, (2) taking initial notes, (3)
constructing emergent themes, (4) examining relations among emergent themes, (5)
shifting to the following case, (6) searching for patterns across the cases (Smith et al.,
2009).

In the first step, the researcher started by familiarizing himself with the data and getting
used to them. In this stage, he read the material several times, took some exploratory
notes to the right column, and went back for each case separately, as suggested by the
interpretative phenomenological analysis. In this analysis, operating three types of
exploratory commenting strategies were offered: (1) descriptive comments, (2)
linguistic comments, and (3) conceptual comments. Descriptive comments focus on
describing the content of what participants have said, linguistic comments include how
specific language was employed (e.g., metaphors), and conceptual comments consist
of a more upper level. In the latter, the researchers form their pre-understandings via
initial comments (Smith et al., 2009). This process might be more interrogative and

interpretative levels of analysis. (Smith et al., 2009).

After spending time with the cases separately, the researcher started constructing a
note-taking system while reading transcripts individually in MAXQDA22 (VERBI
Software, 2021) to make comments as a second step. In the code system of
MAXQDAZ22 (VERBI Software, 2021), the researcher installed three coding sections
and then used the paraphrase section to take line-by-line initial notes about the
transcribed material. The researcher was a novice in interpretative phenomenological
analysis and qualitative study. He frequently utilized descriptive and linguistic
comments compared to conceptual comments. He was cautious and hesitant to use so

many conceptual comments during the analysis as he may end up with biases rather
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than the findings. After the initial notes, emergent themes were constructed within the
case. The researcher then investigated connections across emergent themes and put

together these themes emphasizing similar contexts.

After all these processes, the researcher continued with the following case and applied
steps 1 to 4 to each case separately. In the last step, patterns occurring across cases
were investigated separately for each study group: psychological counselors and
clients. The recurrent themes of each study group were introduced separately. This
coding process was suggested for relatively larger sample sizes in interpretative
phenomenological analysis (Smith et al., 2009).

3.6. Trustworthiness of the Research

Lincoln and Guba (1985) suggest four areas for establishing trustworthiness in a
qualitative study; (1) credibility, which stands for internal validity, (2) transferability,
which substitutes for external validity, (3) dependability, which corresponds to internal
reliability and (4) confirmability which represents external reliability.

Several techniques were used in this study to enhance the trustworthiness of the
research and avoid possible biases. As the researcher decided to study the topic of
online counseling, he aimed to spend sufficient time preparing himself to organize
accurate items, find appropriate participants and then analyze the data. Designing a
data collection instrument is vital for reaching complete, reliable, valid, sensitive, and
unbiased data (Collins, 2003). As mentioned earlier in the study, the initial
construction of the interview questions with the literature review was established as a
first step. The researcher received two expert views for psychological counselor forms
and two for clients' documents separately. In line with suggestions and contributions
from the experts, interview questions were revised to introduce the participants to
cognitive interviews before reaching the study participants. Two cognitive interviews
for each psychological counselor form and client form were organized to increase the
quality of the instruments and check whether the interview questions were clear,
understandable, and comprehensive sufficiently to receive reliable and valid answers

from participants.

62



This study examined clients and psychological counselors engaging in the counseling
process, their tastes, and views of online counseling regarding similar issues they
experienced. Since two different groups were interviewed on the same phenomena,
triangulation of data sources was utilized to increase the research’s credibility.
According to Erlandson et al. (1993), purposive sampling is one way to increase
research transferability. This research aims to reach a particular target group, having
at least eight counseling sessions in online video conferencing, mental health
professionals from counseling educational backgrounds, and individuals seeking help

from online mental health providers.

To have good research dependability, the researcher provided preliminary findings and
comments to an external audit without revealing the participants' personal information
and held meetings with him to discuss the codes. The external auditor was a research
assistant in the psychological counseling field at a Turkish university and has the
experience and published research papers in qualitative research. Within two weeks
researcher received guides and recommendations from the external audit on coded
data. Among 20 participants, five psychological counselors’ and five clients’ codes
were reviewed and designed with the suggestions of the external audit. Other
participants’ codes were also checked with the help of construction, and components
of the audit reports were provided for half of the participants. All findings were not
only articulated by considering the feedback from the audit, but also the researcher's
interpretations and descriptions were considered after discussing with the audit.
Therefore, dependability was tried to be achieved by utilizing the external audit. The
triangulation of sources and the reflexivity increase the research confirmability
(Lincoln & Guba, 1985). In addition to these two, the external audit helped improve

the current study's confirmability (Lincoln & Guba, 1985).

The interpretative phenomenological analysis also highly emphasizes the importance
of Yardley’s (2000) criteria (Smith et al., 2009). These criteria were stated for
performing proper and satisfactory analysis in the research (Smith et al., 2009). It
underlines sensitivity to context, which is ensured by engaging and being sensitive to
the data in this study. Additionally, it adopts commitment and rigor that was tried to

be achieved by idiographic engagement of the researcher with the participants
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separately and by showing different voices through the writing process of the study.
Also, it emphasizes transparency and coherence that was tried to be accomplished by
describing the research process in detail. Lastly, it highlights impact and importance,
which is tried to be performed by introducing some unique parts of the study's results.
The interpretative phenomenological analysis also highly underlines "bracketing"
(Smith et al., 2009). Bracketing aims to decrease biases and previous assumptions and
conceptions during the research (Smith et al., 2009). It also helps the researcher have
a much deeper understanding and increases the researcher's reflexivity (Tufford &
Newman, 2012). Tufford and Newman (2012) outline three ways of bracketing
(epochg) strategies in research: (1) writing memos during data collection and analysis,
(2) bracketing interviews, and (3) reflexive journals to have rigorous qualitative
research. In addition to Yardley’s (2000) criteria and other stages in the analysis, the
researcher utilized the first strategy, which is writing memos, as a bracketing method
to reduce his presuppositions about the data during the analysis process.

3.6.1. Researcher Reflexivity

The researcher has a personal interest in transition stages in people’s lives. The
question that he would like to ask himself from time to time is, “how a possible
expected phenomena and experience (e.g., transition to work, graduation, having a
child, divorce) is considered as crucial as the ones that were unexpected (e.g.,
traumas)?”. That is the researcher’s primary reason for willing to investigate the

transition process of face-to-face counseling work to online counseling.

After the global pandemic alarmed worldwide, the sudden shift to online practices
changed people’s life dramatically in education and health services. The researcher
and his classmates also experienced this transition by taking classes remotely. One of
the classes that researcher needed to provide was field practice in group counseling,
and the researcher did it with all obstacles and opportunities in the online environment.
Transitioning from face-to-face to online methods was perceived as complicated by
the researcher during that time.

After the summer holiday, the researcher had field practice courses in which he had

the chance to help an individual via online counseling. The experience was challenging
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for him because he was anxious about the conduct of online support. Firstly, the ethical
procedures were completely unclear, with a question mark in his head about how the
initial sessions will be done in an online environment (e.g., informed consent). As the
sessions continued, the researcher experienced the difficulties of online supervision
and using some techniques in the online environment. Communication in the online
environment was interestingly tiring and difficult with technical instruments,
understanding non-verbal behaviors, and adapting what is known in face-to-face
counseling to the online environment. As a result, he felt less competent, skillful, and
knowledgeable about the online counseling phenomenon compared to the face-to-face
one. That is why he aimed to understand the lived experiences of the professionals and
clients with the backgrounds of both parties so that it can help the development of

online counseling.

3.7. Limitation of the Research

The study is not without its limitations. The first limitation is related to sample size.
Smith et al. (2009) suggest few sample sizes for data analysis. The interpretative
phenomenological analysis is very detailed within the line-by-line analysis and steps
before constructing emergent themes (Smith et al. 2009). In this study, the researcher
utilized a relatively large sample size (ten psychological counselors and ten clients).
Smith and colleagues (2009) recommend these sizes for more experienced researchers
or specific large projects. Because the sample was relatively large in the current study,
the researcher may have missed important points during the analysis, which may have

limited the study's findings.

The second limitation of the study was the researchers’ less use of conceptual
comments compared to linguistic and descriptive comments. The interpretative feature
might be less evident in some parts of the study. The third limitation of the study was
related to the data collection instrument. The researcher took many people’s (e.g.,
expert views and cognitive interviews) opinions to prepare the interview form; this
may lead to more structured questions, although the interviews are held within semi-

structured protocols.
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Apart from these, the other limitation could be related to the participants. In this study,
participants were approached through criterion and snowball sampling methods.
Clients were mainly reached by snowball sampling with the help of clients and
psychological counselors. Psychological counselors whose educational background
was approved before were mainly approached through criterion sampling. While using
snowball sampling, some clients were referred to the researcher by the other clients.
So, it is possible that these people may not experience the investigated phenomenon
but claim about it. Although the interview process and the experiences conveyed by
the clients do not leave such an impression on the researcher, it is worth mentioning

this possibility.

Additionally, some clients were from helping professions (e.g., clinical
psychologists). A person who is both the provider and the receiver of a helping
profession might have a biased opinion from the one-sided role. Although they could
try to answer questions as a client, they might not separate themselves from their
profession. In our cases, C10 may have this difficulty as she is also a clinical
psychologist who is currently providing sessions to people. So, there might be helper-

biased answers in such cases.

Lastly, related to the cases in the study, the client participants were mainly female.
The researcher tried gender variation in the sampling process to avoid gender bias
during the research process. However, the number of male participants who
participated was still lacking compared to females. Besides, some individuals
described themselves different than the traditional sex roles. This issue may affect the
responses in the whole sample. However, the idiographic approach is the particular
individual experience essential to the interpretative phenomenological analysis. So, it
could also be a strength of the study in terms of having varying responses.
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CHAPTER 4

RESULTS

This chapter introduces the results of client and psychological counselor participants
separately. Firstly, clients’ results will be presented in the order of superordinate and
subordinate themes derived from recurrent themes in the data set of clients. Secondly,
the following section will deliver psychological counselors’ results that the researcher
separately applied the same procedures. Lastly, the two groups’ results will be
summarized at the end of the chapter.

4.1. Clients’ Results

Clients’ results consist of five superordinate themes: Ethical considerations that clients
are concerned about, experiences with the online therapeutic process, conveniences
that encourage clients to receive online counseling, struggles that discourage clients to
receive online counseling, and clients’ aspirations and suggestions for improving

online counseling. Table 4.1 summarizes both superordinate and subordinate themes.

Table 4.1

Clients’ Superordinate and Subordinate Themes

Superordinate themes  Subordinate themes f

Ethical considerations  Clients’ privacy problems originating from the 7

that clients are environment

concerned about Confidentiality concerns 7
Confusion about boundaries 4

Experiences with the  Role of the external factors on the therapeutic 10

online therapeutic presence

process Development of the therapeutic relationship in 7

online counseling
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Table 4.1 (Cont’d)

Clients’ Superordinate and Subordinate Themes

Superordinate themes  Subordinate themes f
Conveniences that Flexible scheduling 10
encourage clients to Time-saving 8
receive online Exceeding spatial limitations 6
counseling Economically affordable costs 5
Safety and comfortableness in own place 5
Continuity of the sessions under challenging 3
Struggles that Management of technical problems 8
discourage clients Lack of readiness for online counseling 5
from receiving online  Inequality in accessing/ using technology 5
counseling Inability to observe nonverbal behaviors 4
Hesitancy to talk about private topics in online 4
counseling
Risks of manipulation and misuse 4
Clients’ aspirations Format preference for interaction and flexibility 7
and suggestions for Arranging technical equipment and environment 6
improving online Suggestions for developing online platforms 4
counseling Need for resolving insecurity 4
Clear procedures and standardization 4
Checking online psychological counselors’ actions 4
Informing clients about technical difficulties 3

4.1.1. Ethical Considerations that Clients are Concerned about

This superordinate theme involves clients’ privacy problems originating from the

environment, confidentiality concerns, and confusion about boundaries. This theme

revealed the necessity of understanding the occurrence and reasons for ethical

problems by considering clients’ perspectives.

4.1.1.1. Clients’ Privacy Problems Originating From the Environment

Out of ten clients, three of them did not have privacy concerns during their online

counseling experiences. Two participants could maintain a private environment

because they live alone. One participant received online counseling from a university

counseling center that has already provided an isolated private place. Although these

three clients did not have privacy concerns, they mentioned that privacy might be

challenging for those who do not live alone or do not have a private space.
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The remaining seven clients talked about their privacy concerns during online
counseling sessions. They have difficulties creating a private space in their home
environment, including family members/home mates/pets. They need an area that is
free from distractions and can talk freely and comfortably about their psychological
issues. Clients admitted that they tried to prepare and control the environment where

they received online counseling.

Extract from C3, C6, and C8 illustrates clients’ challenges in maintaining a private
environment. C8, who experienced face-to-face counseling before, admitted how he
was frustrated with finding a place in the office, home, and outside to make a private

environment to conduct sessions:

Sometimes, | had to do the session in my car. My car was in the parking area.
| drove near the sea to do sessions a few times. | had pulled over to the
seaside a few times, but beggars were knocking on the car doors in Izmir. My
wife is at home; others are working in the office. So, what are you going to do
when it is raining? You go to the car, what will you do if there is no car? |
know people that do this while walking outside.

C6 stated:

| could not adjust to the environment during the online meetings very well.
Generally, there was someone at home. | was watching my door and thinking
that they could hear our conversation. Sometimes | needed to talk about
something related to them (family members) in the sessions. | censored
myself a little so that some problems would not arise.

C3 also mentioned the issues with creating a private environment:

Sometimes, the atmosphere was not sufficient. | know someone is outside of
my room. Let us say there is a guest at home [...], my roommate's guest. That
is why | could not feel completely comfortable. | can cry while speaking with
my psychological counselor, but I do not want my roommate to see me crying
when | leave my room.

Quotations from the three participants above reveal their condition while receiving
online videoconferencing sessions. Participants suffered from an uncomfortable and
inappropriate environment, generally a home condition where they could not be alone.

They are doubtful about speaking openly with their mental health professionals.
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4.1.1.2. Confidentiality Concerns

Participants mentioned confidentiality concerns in parallel with privacy concerns
originating from environmental difficulties. Most clients emphasized that when they
had a personal or private topic to discuss with a psychological counselor, they could
not discuss this issue comfortably because they thought the conversation could not be
kept entirely confidential. The reason presented by the clients is mainly due to fear of
being heard (7). The concerns with the record leaking (5) were less. Some clients
mentioned that they had to censor what they would say to their psychological
counselors, which was difficult for them because of the people in the environment. For
example, C10 stated that:

For example, 1 was stuck on the headphone issue! For instance, is my therapist
alone in the room when she did not use it? Does my voice go somewhere? So,
| think these issues should be given much attention [...] or whether the door is
closed. I do not know; | only see this part (the view from the camera) of the
room. How do | know what is going on, on the other side?

Five clients (C2, C4, C5, C9, and C10) have confidentiality concerns because of the
recordings on the online platform and information leaking risks during online counseling.

For instance, C2 illustrated his experience at home:

For example, audio recording may fall into the wrong hands. Because | am
from a similar profession, my psychological counselor and | know many people
in common. It may have been in the hands of one of them. This concern is the
simplest example that sticks to my mind and bothers me.

4.1.1.3. Confusion about Boundaries

Apart from the confidentiality and privacy concerns, some clients seemed confused
about their psychological counselors’ visibility on social media after they directly
contacted their psychological counselors. Four clients (C3, C4, C7, and C10) reported
that unintentional self-disclosure and direct contact with the therapist might lead to
problems with boundary settings. C3 illustrates how she had difficulties in her

psychological counselor’s unintentional self-disclosure and the confusion that she felt:

I do not know exactly, but I do not know if it happens when we are face-to-
face. |1 had my psychological counselor’s phone number, and because I have
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the number, some things appear on social media, or mine also appears to my
counselor. For example, when your number is registered to your phone, your
Instagram directly appears in my suggestion list. Also, your Facebook appears
in front of me. I do not know; maybe mine also seems for the psychological
counselor. So, sometimes | think there should be such a limit [...] I never
preferred to follow my psychological counselor because, for me, our
relationship should always stay in the counseling session. However, it may not
be the same for others, so they may follow you and suddenly enter your life. |
think this could happen.

Although clients stated concern regarding boundaries in this study, they were hesitant

to exceed the boundary limits and disclose beyond the counseling process. During

interviews, clients mentioned that setting boundaries might be challenging for

psychological counselors in online counseling.

4.1.2. Experiences with Online Therapeutic Process

This superordinate theme covers how clients experience therapeutic relationships
during online counseling. There are two subordinate themes: The role of the external
factors on the therapeutic presence and the development of the therapeutic relationship

in online counseling.

4.1.2.1. Role of External Factors on Therapeutic Presence

All of the clients mentioned that they experienced the therapeutic presence of their
psychological counselors except for physical presence while receiving online
counseling. However, they stated that therapeutic presence was less in online
counseling than in face-to-face counseling because there were more external
distractors such as notifications, seeing themselves on the screen, doorbells, and pets.
They censored their conversation because of fear of being heard at home and
technological issues. For instance, C1 and C4 pointed out attentional problems

regarding therapeutic presence. C1 stated that:

I knew my psychological counselor was listening to me, but | was very
distracted. What is the reason for it? | see myself on the screen!

Also, C4 shared her experiences:

| have a particular example in my mind. Once, the doorbell insistently rang
when | was in an online session. | walked to the door with the phone in my
hand in anger. The cargo arrived [...] Someone can knock on the door. So, |
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think it is frustrating because | want to focus on the session, but the doorbell
rings. It was something that made me angry.

C2, C3, C7, C9, and C10 believed that the presence of environmental distractors
affects the sessions. However, the fundamental thing for having a therapeutic presence
is being listened to and understood by the psychological counselor. For instance, C10
illustrated that:

When you are face-to-face, you may say, "oh, how good it smells." All
of this involves the presence process. However, the most significant
presence | need as a client is being seen in terms of myself and my
feelings, and | do not think any circumstances can change that. So, for
example, in a challenging moment, | could call my therapist on the
phone, and she was still there. If you have a good relationship on-screen
or face-to-face, it does not matter. Even if my psychological counselor
texts me on the phone, s/he is my psychological counselor.

In summary, clients are highly distracted by external objects, technology, pets, and
other things that voluntarily or involuntarily participate in online counseling sessions.
These factors affected their perceptions of psychological counselors’ therapeutic
presence. Half of the participants explained that the well-established therapeutic
relationship determines the therapeutic presence though many difficulties were

encountered with external components.

4.1.2.2. Development of the Therapeutic Relationship in Online Counseling

One client did not have face-to-face counseling experiences before and was satisfied
with the therapeutic relationship in online counseling (C9). Six clients (C1, C2, C3,
C4, C7, and C10) were pleased with the therapeutic relationship they established in
online sessions. Three client participants (C5, C6, and C8) explained that at least one
of the core elements of their relationship was lack (e.g., intimacy, bond, and closeness).
Thus, seven clients were satisfied with the relationship they built in online counseling.
Still, they added that they would like to establish a therapeutic relationship with the
same psychological counselors they have in face-to-face counseling. They stated that
face-to-face counseling leads to a more effective therapeutic process. Extract from C7
illustrated how the relationship determines satisfaction rather than the format:
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I found online counseling much more efficient and effective [...] I am unsure
whether it is due to the difference between online counseling and face-to-face.
| think it is more about the therapeutic relationship | have established with my
psychologist rather than this comparison. I could not feel understood or express
my feelings and opinions in face-to-face counseling. I was uncomfortable in
the therapy room (talking about face-to-face sessions); it was not productive.

Similarly, C9 illustrated that their trusting relationship is not affected negatively

because of the online environment:

It did not make me feel like our relationship is absent just because it is in the
online environment [...] | did not feel anything like that [...] When | get into
private topics, | do not want anyone to hear about them. | have never
experienced such fear: "Is anyone around my psychological counselor?" "Is
anyone listening to us?" | did not even question. | did not feel anything like
that because she gave me that trust.

Three client participants (C5, C6, and C8) explained that at least one of the core
elements of their relationship (e.g., intimacy, bond, and closeness) is less in online
counseling when compared to face-to-face sessions. This issue resulted in a lack of
effectiveness. For example, an extract from C6 illustrates the experience with intimacy

in online counseling:

| felt that there was more personal intimacy in face-to-face counseling. For
example, | would typically say what | will do today in face-to-face counseling.
When we met in face-to-face sessions, I could tell my psychologist: “today I
am going to go here and do this” [...]. There were different dialogues, maybe
because we live in the same city. That is why online counseling seemed a little
colder to me. | felt like we had very cold communication, but | do not know
whether it was because of online or not.

Similarly, although C5 felt that she could be able to establish a good therapeutic
relationship with the psychological counselor, she had a negative experience regarding

setting bonds because of being in the online environment:

| think face-to-face counseling is more effective in going to the session room,
the way my psychological counselor controls my facial expressions [... ]. Even
from my breathing, the psychological counselor could understand the stress
and tension much better. That is why psychological counselors could ask
questions that could pave the way for the issues, and we could talk about more
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profound things in face-to-face counseling. However, in online counseling
[...]. For example, something like "what should we talk about today?" happens.
This issue is because we cannot establish that bond in the online environment.
That is why | said face-to-face counseling is good or better based on this reason.

C8 admitted that he had experienced both online and face-to-face counseling from the
same professional, and there was an absence of physical closeness in his online

experience for him:

I think the main point is that we are human. Human contact [...] No matter
what, we like to see and feel more. | believe that it is the same for all people as
human beings. So, do not look at the new generations. You know, young people
aged 15-16 may not understand this very well, but those born in the 80s, early
90s, and 90s generation can understand what | say. Contact and seeing each
other [...], when you visit a friend from a distance on the street, you
immediately smile, so | think the face-to-face conversation is very different.
Whatever it is, it is very different.

Among ten participants, three (C4, C8, and C10) also mentioned that they would have
more challenging experiences in building a relationship if they did not begin sessions
face-to-face. They switched to online counseling after face-to-face counseling. For

instance, C4 illustrates how it was easy for her to receive online counseling because

the professional in face-to-face counseling was the same person:

Not having the comfort of the counseling room would have slowed my
establishment process with the psychological counselor. | think it would slow
my adaptation. If | had started online directly, I believe I could not get used to
the process faster, and maybe that person would be slower. You know, seeing
that person in front of you is different. The psychological counselor is more
like a living creature; you can see that the psychological counselor is human in
face-to-face counseling. The psychological counselor does not consist of just
an image in one or two dimensions. When | look at the process from my point
of view, it was beneficial for me to establish that bond in face-to-face
counseling.

To sum up, most of the clients were satisfied with the therapeutic relationship that was
established in the online environment. Some clients had missing parts in the
therapeutic relationship related to bonds, intimacy, and physical closeness (C5, C6,
and C8). C1, C2, C3, C4, C7, C9, and C10 have positive experiences during online
counseling. However, they mentioned that this is not because of online or face-to-face
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counseling but because the therapeutic relationship determines the effectiveness of
help. The theme’s results show that the therapeutic relationship was established well
in online counseling for most clients. All clients have a will to see their psychological
counselors in face-to-face sessions since they believe that face-to-face interaction

might be better than the relationship in online counseling.

4.1.3. Conveniences that Encourage Clients to Receive Online Counseling

Most of the clients have positive views and experiences regarding online counseling.
Participants mentioned that online counseling has various advantages: Flexible
scheduling, time-saving, exceeding spatial limitations, economically affordable costs,
safety and comfortableness in their own place, and continuity of the sessions under

challenging periods.

4.1.3.1. Flexible Scheduling

All clients were satisfied with the flexible scheduling of the sessions. In online
counseling, clients have more opportunities to schedule their sessions quickly than in
face-to-face counseling. Flexible scheduling contributes to the counseling sessions'
continuity. Extract from C6 illustrates the easiness of scheduling sessions in her

experiences:

It (talking about online counseling) becomes much more flexible. My
psychologist was not that much busy, | guess. However, we still had a fixed
day for our session. We meet on Wednesdays. If a problem arose, if something
happened, we could change the day [...] however, if we were meeting face-to-
face [...]. I would say there were also a few psychologists, and because of the
density of the room, I think sessions might be overlapped. That is why | say
there was a room problem, so online counseling was more flexible for me.

C8 also revealed that it is an opportunity for both clients and psychological counselors:

I do my own business but finding an appointment with people like you or others
who work in the private or public sector is more complicated. The
psychological counselor needs some extra time to arrange the appointment.
Online counseling is also easier for psychologists, psychiatrists, and therapists
to arrange meetings.
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Thanks to scheduling sessions quickly, clients thought online counseling was more
convenient for them to receive help and continue the process in online counseling.
Clients also mentioned that flexible scheduling is an opportunity for psychological

counselors because finding a suitable time for attending sessions is a complex process.

4.1.3.2. Time-Saving

Eight participants underlined that online counseling allowed them to save time because
of the difficulties, such as city traffic. Participants seemed thankful for not spending
time on the road to visit the place of the professionals. Eight out of three highlighted
that it is also an opportunity for psychological counselors. For instance, C9 expressed

her thoughts on the time advantage of online counseling:

The most crucial factor is time. It is accessible from anywhere. So, there is no
need to go to a different place. Time is lost until you go somewhere. That is
why | would say that online counseling saves time.

C3 also stated that she had difficulties reaching help in big cities with transportation:

| think it is also a problem in big cities. | live in Ankara, and | come from a
small town. | see the difference between Ankara and Istanbul from others.
Online counseling would be helpful if you went a long way to reach the
professional.

Client participants were satisfied with their experiences with online counseling as they
did not have to spend time accessing practitioners. Four out of eight mentioned that
consuming time on the road has been challenging in recent years within the cities’
building plans. The other four participants also declared that online counseling is time-

saving but did not detail what aspects of online counseling save the time.

4.1.3.3. Exceeding Spatial Limitations

Six clients also stated that reaching their psychological counselors in online counseling
is easy. C7 illustrates how the accessibility of the psychological counselor affected the

process of online counseling:
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First, as we talked about, | have many different possibilities thanks to the
convenience of online access. When | need to travel or go somewhere or when
there are sudden changes in my life, in this way, | can easily reach my
psychologist.

C10 also states that accessing from a different place enables the client to reach the

psychological counselors and vice versa:

For example, if I live in a small city such as Kiitahya, Bartin, etc., as a client,
it may not be easy to find a qualified therapist in small towns. Therefore, online
counseling can be more advantageous in reaching good services.

The online modality helps clients to access psychological counselors without
geographical limitations. Possible dropouts due to location change might not increase.
C4 mentioned that she started face-to-face counseling and then had to change the city
she lived. She could continue to receive counseling from the same professional in the

online counseling process.

4.1.3.4. Economically Affordable Costs

Four clients state that the costs are the same for online counseling and face-to-face
counseling. Two clients received free online services from university centers. Half of
the clients discussed that online counseling would be more affordable for clients, but
only three have experienced cheaper costs. Two out of three mentioned that they would
not be able to receive help if the help was not online due to high prices and their current
economic condition. They said that they were able to receive service thanks to the
online opportunity. For instance, the extracts from C5 and C3 illustrate their chance to

receive support due to their economic condition. C5 stated that:

So, the price of everything has increased a lot. That is why it was like it must
be online for me right now.
C3 also benefitted from a social project advertised on social media. This project offers
online counseling at a low cost. Her experience and views on the received support

were introduced below:

In the project, they offer face-to-face and online counseling for those who
cannot afford the price of these services. Client candidates can mention the fee
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they can afford. Based on this project, there was a fundamental difference
between face-to-face and online counseling. Face-to-face one was over a
hundred Turkish Liras. However, mine was under 100 Turkish liras, and they
had accepted it [...] I preferred online counseling because it was financially the
most affordable for me. I could not say, "I want it to be face-to-face counseling
and want to give more money." Even if | wanted to receive face-to-face
counseling, 1 somehow had to accept online counseling due to my financial
situation.

As it was introduced, four of ten clients believed fees did not change in online and
face-to-face counseling because the service is the same. One out of five even stated
that online counseling might result in inequality between clients in Turkey and abroad
in terms of fees because of exchange differences. C10 illustrates these differences that
create inequalities between people:

Unfortunately, I have to say this. You know, the price is increasing in oversea
sessions. The session fee is much more affordable to people who live abroad.
Let me tell you this, let us say that the Euro is 20 Turkish liras. Here, a session
costs 200 Turkish liras. So, the person can get that counseling service for a
minimal fee. In other words, the client here receives counseling in much more
difficult conditions regarding wages and exchange differences. This process
becomes a convenience for that client who lives abroad.

For some clients, online counseling was the only way to get help with their financial
conditions that did not enable them to get help continuously during the pandemic. C3
mentioned that even if there was not a pandemic situation and he wanted help from a
professional, he might not be able to get it since the costs are very high. Consequently,

the affordable prices of online counseling would be beneficial for the clients.

4.1.3.5. Safety and Comfortableness in Own Place

Five clients emphasized that their environment, particularly home, is much safer to
talk about their issues with great comfort. Three among them also stated that it might
be safer for a psychological counselor. C10 illustrated her thoughts and experiences

on this:

Suppose you are a client with concerns about others’ observation of your body
movement, including walking and putting your arms/legs. You cannot simply
put on your shoes and take them off while sitting on the sofa. | have sessions
with my therapist while there is a blanket over my knees in some online
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counseling sessions. This event is such a beautiful thing. I am comfortable. Of
course, it depends on this relationship. this thing is not like I am spoiling the
session. | do not go to bed and continue sessions there, but that is the comfort
of my home. Feeling safe, | guess this is my issue. In that sense, | feel
comfortable in online counseling sessions.

C10 also stated that she had an advantage of online counseling in weather conditions:

I hate going out in the rain. Umbrella..., Bag..., It is perfect for me to receive
the service from home, especially in cold weather. Other clients may say, "It is
raining today; let us do it online today" if they are doing a hybrid. If | were
making a hybrid, | would say, "oops, let us do it online today or something."
In that respect, online is convenient.

C3 highlighted the reason for the effectiveness of online counseling:

Why was it effective? | felt much more comfortable in my room.

C7 illustrates how online counseling would be safer for psychological counselors in

challenging and risky conditions:

Let us talk about anger and addiction. These people also need counseling, but
being in the same environment with them can be risky for the psychological
counselor, as they cannot gain specific awareness and perhaps cannot control
certain impulses. Therefore, when psychological counselors meet with them,
online platforms might be more advantageous and safer than being in the same
place.

To sum up, clients felt comfortable and safe during their online counseling sessions
and revealed that this was a factor for them to have efficient help. It is also important
to note that not all participants felt safe and comfortable to the same degree. For some
clients, it is a privacy concern because they have difficulties discussing their issues in

the presence of others at home.

4.1.3.6. Continuity of the Sessions Under Challenging Periods

Three clients mentioned that they had an opportunity for continuity of the sessions
thanks to online counseling. One of the reasons for avoiding dropouts and contributing

continuity was accessibility in loss of interest moments. C3 shared her experiences
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regarding the continuity of the sessions. She suffers from depression with a loss her

interest and is unable to move on anywhere:

| received online sessions for thinking that |1 was depressed. When you feel
depressed, leaving your home and attending a face-to-face meeting is tough. |
mean, when you are not able to do anything.

C10 also stated that if she were suffering from depression, she would choose to attend

online sessions because of a loss of interest during depression periods:

If I am depressed, | may not want to get up. | find it very difficult to take a
shower, get ready, get dressed, and go to the office. These are complicated
things for a depressed client. So, it is much easier to open your device and
contact the therapist online.

C6 illustrates the situation that she experienced and how the desire to go to sessions

changes in the online environment compared to face-to-face one:

Sometimes | did not want to get up or go to sessions. A year is a long process.
[..] In these situations, your mood changes, and you have some problems. So,
getting up and going to the table (to receive help) is not demanding much, but
getting ready and going out is sometimes very difficult. [...] Even though I
have not had a severe problem, I may not always continue with the same desire
because [...] That is why there are situations like I do not want to tell too much
today where I hold back a lot. That is why getting up and leaving is sometimes
more difficult. It was tough to adjust to this situation. So, online counseling
allows you to make less effort. It is essential for the continuity of the
conversation. Maybe if we met face-to-face, |1 would feel exhausted and say
something like, “I will not come.” However, when I am in online counseling, |
do not think there is a need to say that. | can push myself a little more.

To conclude, this result suggests that the online counseling format might be helpful
for clients suffering from depression, loss of motivation, and loss of interest issues.
Some psychological counselors also stated that they worked with depression issues
very efficiently in online counseling when their clients could not show sufficient effort

to receive help.
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4.1.4. Struggles that Discourage Clients to Receive Online Counseling

This superordinate theme highlights which kind of clients’ focal point was
discouraging for receiving the online counseling process within their perceptions and
lived experiences. The subordinate themes are management of technical issues, lack
of readiness for online counseling, inequality in accessing/using technology, inability
to observe nonverbals, risks of manipulation and misuse, and hesitancy to talk about

private topics in online counseling.

4.1.4.1. Management of Technical Issues

Almost all clients have experienced at least one of the technical issues during the
online counseling process, such as sound and visual problems, internet connection
issues, and problems resulting from devices (headphones, phones, and computers). As

an example, the extract from C10 illustrates the difficulties she faced:

One of the things | am nervous about most is interruptions. Your voice goes
away; there is no internet, and something happens. My therapist's image tingles
[...] Itis an annoying thing. When you think about it, you are telling something
very important, precious. Even if it is not, why is it cutting off? You feel anger
or something.

C7 also states the issues that she encountered with the program that she was used for

receiving help:

There were some sound-related issues with the platform. Also, when | receive
a call in the app, I can click and open it via my e-mail, but recently | have been
unable to access it, especially over the internet. When you enter the room, the
text appears, but when I click, I cannot enter. It was weird..., or even if I joined,
there were problems with the sound. There was a sizzle; these problems
disappeared when | switched to the Zoom platform. However, | think this
reduces the efficiency of the session because time is wasted in that process.

To conclude, this theme illustrates the importance of technological devices’
involvement in online counseling sessions for succeeding in satisfying counseling.
Technical issues lead to disruptions in online counseling. Although they are

manageable to a certain extent, their force and quality have appeared crucial.
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4.1.4.2.

Lack of Readiness for Online Counseling

Half of the clients mentioned that the effectiveness of the therapeutic process was

affected by the absence of preparation for online sessions. The quick accessibility of

online counseling decreased their level of session readiness. Although accessibility is

considered an advantage in online counseling, clients illustrated that they had much

more readiness to prepare themselves for what they will talk about in face-to-face

sessions. They had the opportunity to think broadly about the issue discussed in the

counseling session room. C2 expressed his feelings like that:

In the f

vital fo

When you go to the counseling room, you leave the house for a purpose, and
while on the road, you have time to think about what you will do there until
you get there. [...] However, when I go online in psychological counseling,
there are moments when | run out of bed and try to turn on the computer
immediately to connect sessions. | do not know what to talk about in online
counseling. I press the button, and it opens. You know, everything happens at
that moment. Is this a minus side? Maybe | expressed myself better. | do not
know about it, but | could probably tell more logical things if I could think
about it until I got there. It would be more consistent.

ollowing extract, C6 express her feeling by revealing how clients’ readiness is

r the effectiveness of sessions:

In face-to-face counseling, the most critical part is getting up and going
there, and it makes me feel like, "I took a step towards that, and now |
feel stronger because | am going to figure it out.” In online counseling, it
is a little bit unclear.

To sum up, clients value counseling sessions' preparation and readiness process.
They believed that the instant connection to sessions in online counseling
negatively affected their preparation and readiness for the sessions. The ritual of
preparedness in face-to-face counseling (e.g., welcoming the client, the client’s
courage, and making an effort to go to the sessions) seemed to be a valuable

behavior that is partially absent in online counseling sessions.

4.1.4.3. Inequality in Accessing/Using Technology

Participants were asked how they see online counseling from the social justice

perspective. Three participants were unsure whether online counseling increased the

chances of getting help for everyone living in a society. Five clients suggested that
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online counseling creates more inequality than facilitating equality for the community
because of the technical material needed to conduct online counseling. For example,
the following extract from C8 emphasizes the increase in inequality in receiving help

for people due to the need for online counseling:

After all, I am doing this meeting with a ten-year-old mac book now. | have an
iPhone or something else; brands do not matter. So, | can do it with any device
with a front camera. Forget the camera, but some people need psychological
counseling and do not even have a phone. Of course, there are also phone calls,
but I do not think you can make the first counseling session with a phone call.
You can do it, but it is instant support; it is not counseling, in my opinion.
Because of this, online counseling is not creating equality; it discriminates
against people from each other, maybe ten, maybe five percent of the society,
but it distinguishes [...].

Two of the participants discussed the social aspects of online counseling. One of them
was an LGBT individual, and the other participant was a migrated student who lives
abroad and experienced immigration psychology. Both emphasized that their chance
of getting help is positively increased with online counseling and creates more equality
in their conditions. For instance, C7 illustrated the difficulties that she experienced

culturally and linguistically while living in abroad:

| am also very grateful for receiving online counseling. In my position, | do not
currently live in Turkey. That is why | have limited access to such
opportunities. However, even in a different country, | can reach many people
much more quickly in my mother tongue or someone from the same cultural
background. So, if I did not have an online counseling chance, it might take
time to get such help, or it would be much more interrupted and disjointly
happened, or | could not reach someone with the professional | expected.

She also admitted her thoughts that online counseling creates an opportunity for people

who do not choose where to be born:

| think it certainly makes it more equitable. Because, for example, | could not
choose where | was born, and it might not be fair to me that it is so difficult to
access mental health. If 1 had noticed the advantages or awareness of online
counseling earlier, I could have come to a better or psychologically more
empowered position in the past. That is why | think that online meetings
provide more justice and equality in terms of affordability and access because
certain good psychologists live in certain places. People will inevitably say,
"Why should only people there have access to good professional help?" That
does not sound fair.
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C5 was a non-binary individual who had a thought on online counseling in terms of
migrants, people with HIV, and the LGBT community. The views and experiences of
the client shared about starting sessions online and then holding a hybrid format are

given below in the first passages:

We (the LGBT community) are very okay to access counseling, so we do not
have a question mark about this issue, at least for people or me | know.
However, | think it can be a good step for people who are afraid of accessing
counseling or have an utterly taboo. | mean, it is debatable how productive the
continuation will be, but I think it is both a more equal and a good first step for
astart [...]

C5 also admitted that in a situation of body surgery for an LGBT individual who is

ashamed of it, facilitating online counseling would be a very beneficial process:

| know many people who have a lot of trouble and embarrassment while
building their bodies and even hesitate to leave the house when necessary.
When this is the case, accessing online counseling at first would be beneficial,
and after that, they can go to face-to-face sessions with that motivation [...].
So, online counseling or hybrid counseling can be helpful. The same is true for
a refugee, but especially for someone with sex reassignment surgery because
of body construction.

C5 worked with people with sexually transmitted diseases and emphasized that these
individuals are hesitant to receive help, but online counseling would increase

opportunities for support:

Also, this applies to people living with HIV, living with AIDS, or having
any sexually transmitted infections, especially if this person is an LGBT
individual. They are directly stigmatized and may hesitate to even go to
the hospital. It is vital to get counseling during these processes. | also
work in this field, and only 2% of people in Tiirkiye receive counseling
during the whole process. However, online counseling can be a critical
format to increase this; it can be very constructive.

In conclusion, two clients believed that online counseling contributes to society in

terms of disadvantaged people with some issues such as accessibility for migrants,

LGBT community issues, and having a sexually transmitted disease. Three clients

mentioned the accessibility of professionals but were unsure whether this contributes

to social equality. Half of the clients mentioned the need for technological/technical
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materials in online counseling. Because an affordable fee is yet to make changes to
contribute to inequality, online counseling lessens the equality of getting help among

society rather than equal chance.

4.1.4.4. Inability to Observe Nonverbals

Four participants mentioned that they had a drawback with nonverbal difficulties such
as explicit facial expressions, touch, eye gazes, body postures, gestures, and mimics.
Most of them reported that this is not only a disadvantage for them but also the
psychological counselors. C9 describes the disadvantages side for the psychological

counselor:

The psychological counselor may not be able to follow the hand-arm
movements of the person easily. Because there is such a thing as observing
body language the facial expressions in your job, you may not be so effective
when you are talking.

Whereas C10 explains the situation she faced from a client's view:

| can see my therapist much more entirely in face-to-face sessions. For
example, | can see her drinking her coffee; | do not know, he greets me at the
office door. We walk together from the entrance to the room; that is, we do all
these processes together. However, if we think about online counseling
sessions, she enters into the conversation via the internet and can only observe
a tiny part of me.

In sum, clients did not seem so unsatisfied with the nonverbal issues; however, they
were aware that this issue is a disadvantage and obstacle for both sides and affects the
effectiveness of the counseling process.

4.1.4.5. Hesitancy to Talk about Private Topics in Online Counseling

As seen in Table 4.2, clients reported they would choose to receive relatively less
severe and private issues for online counseling rather than face-to-face counseling.
Adaptation issues (school, work, a new social environment, new life transitions),
career, health, motivation, attention, stress management, and work issues were the
topics for both formats. Therefore, the clients declared that they would choose these

topics both for receiving online and face-to-face counseling. It was fair enough for
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clients to receive help in online settings if the situation was not so profound, severe,
and private issue. Clients have more tendency to choose online counseling for
economic and academic issues. Some clients want to receive online counseling for
economic issues because they believe it is more affordable than face-to-face
counseling. Also, several clients said that if they had an issue with money, they might
not have a chance to pay the transportation costs, so they would prefer to receive help

via online counseling.

There were also other topics: Relationship issues (family, romantic, friendship, or
break up/divorce), severe cases (grief/crisis/trauma, abuse, sexuality, anger
management, addiction, depression, cyberbullying, and bullying), and some topics that
need observations (e.g., body image) may need behavioral interventions (e.g.,
phobias). These issues were primarily preferred for face-to-face counseling by the
clients. However, clients in this study received online counseling primarily for
relationship issues and severe problems. In this study, most of them illustrated that the
online counseling process was efficient in building relationships and feeling
understood by their psychological counselors for resolving their issues. However, they
would still prefer face-to-face interaction with their mental health providers as a
priority.
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Table 4.2
Clients' Format Preferences by Subject

M SD
Sexual abuse 4.7 0.95
Family issues 4.7 0.48
Addiction 4.2 1.13
Crisis/disaster/trauma 4.2 1.03
Sexual orientation 4.2 0.91
Bullying 4.1 1.00
Anger management 4.0 1.15
Romantic relationships 3.9 1.19
Cyber-bullying 3.8 1.61
Loss/grief 3.8 1.47
Phobias 3.8 1.03
Break up/divorce problems 3.7 1.56
Depression 3.7 1.33
Body image 3.7 0.95
Relationship issues with friends 3.7 0.95
Issues with sexuality 35 1.50
Anxiety 3.3 1.05
Health issues 3.2 1.39
Internet usage 3.2 1.55
Attention problems 3.2 1.23
Work issues 3.2 1.22
Stress management 3.1 1.20
Career issues 3.0 1.24
Adaptation issues 3.0 1.15
Motivation 3.0 1.15
Academic issues 2.8 1.22
Economic issues 2.6 1.26

Note. 1=I definitely prefer online counseling. 2=I probably prefer online
counseling. 3=I prefer either online or face-to-face counseling. 4=I probably
prefer face-to-face counseling. 5= I definitely prefer face-to-face counseling.

Four clients primarily focused on wanting to be in the same place with the
psychological counselor for the issues that even they cannot talk about with themselves
or issues that they did not want to be heard by other people although they are alone at
home. For instance, C9 illustrated that she has some untold issues she does not want
to tell even herself. Although she did not receive face-to-face help and had a good
relationship with her psychological counselor, and it was a beneficial process for her,
she would prefer face-to-face to talk about some inside things with her psychological

counselor:
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More personal about some sexual experiences in the past, it is like..., You
know, there are some topics | do not want to be discussed in the technological
environment. | am afraid someone will hear it, even if | am one hundred percent
sure no one is there. | cannot talk about things | never want anyone to know in
the online environment.

C6, who experienced a traumatic event and received counseling sessions, also stated
that:

| guess the most suitable environment is the home or wherever that person is
talking. That is why, on more personal issues that | do not want the people
around me to hear, for example, there might be sexual orientation..., or the
problem that s/he intends to keep more secret..., or if s/he has been abused...,
this can be in the same way. Such big things that those around the client do not
want to hear would be more effective in face-to-face counseling.

Also, C5 mentioned that she answered the questions regarding Sexual Orientation
intentionally for face-to-face sessions as she thinks it could be beneficial to start
sessions with LGBT individuals in online counseling. However, she would prefer them
to be more visible in face-to-face sessions to receive help. Clients' online counseling
choices depend on perceived severe and private issues they mentioned during the scale.
Although it worked well with online counseling, face-to-face counseling is primarily
preferable.

4.1.4.6. Risks of Manipulation and Misuse

Four clients (C1, C2, C7, and C10) mentioned that online counseling is very open to
misuse and manipulation by psychological counselors because the practitioner’s
background is not transparent and trustable. They felt that the counseling profession
was negatively affected because it degraded the profession itself with awkward
promotions. C2 mentioned that he was tired of seeing professionals opening Instagram
accounts and reaching people over there and stated the concerns with ensuring

psychological counselors' expertise area:

Everyone is doing online psychological counseling when | go to Instagram
right now. There were some difficulties in doing psychological counseling
before. Someone was going to arrange an office, a place, etc. S/he had to have
savings, which at the same time had to be savings that s/he could risk. Other
than that, he had to get an education. However, now, s/he is not risking
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anything that he gets in front of the computer and starts talking. In other words,
who this person is, whether he is a psychological counselor, a psychologist, a
psychiatrist, a coach, or a magician, is not clear, and he is trying to provide this
service.

C2 also explains that the picture of the counseling profession was negatively
influenced after she saw some services like online market applications that seemed

unusual to her:

There are some services that | do not remember their name. When there is an
emergency, you can directly enter the phone, get the application and receive
that service at that moment. You can get that service online with a doctor. It is
like, “you order something from the market.” I think it is a bit risky [...] when
you get an emergency; how can you do this with the information you have just
found there? So okay, the score is high, and so on. It is very annoying and
insulting. It is like I am buying a bag from Trendyol.

C10 also mentioned that she was frustrated when she saw that some websites enable

clients to buy sessions, and that affects the clients' right to drop out:

There are online therapy sites, such terrible methods. You buy a package of
eight sessions or something. So, there is a vast ethical flaw. What does it mean
to buy an eight-session package? In other words, you take away the client's
right to quit sessions.

To conclude, these clients were frustrated, annoyed, and seemed angry about what they
saw through the online counseling websites, apps, and social media. That resulted in
an enormous ethical confusion in clients' minds and set an obstacle for perceiving
online counseling as a professional area. It is important to note that C2, C7, and C10's
backgrounds depend on the helping professions. As a result, their tendency to be aware

of misuse and manipulation could be higher than other client participants in the study.

4.1.5. Clients’ Aspirations and Suggestions for Improving Online Counseling

This theme represents the clients’ thoughts on developing online counseling and what
they wish for an effective counseling service soon. This superordinate theme involves
the format preference for interaction and flexibility, arranging technical equipment and

environment, suggestions for developing online platforms, the need for resolving
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insecurity, clear procedures and standardization, checking online psychological

counselors’ actions, and informing clients about technical difficulties.

4.1.5.1. Format Preference for Interaction and Flexibility

Clients were asked which format (videoconferencing, telephone calls, live chat, text
message, e-mail, and voice records) they would prefer for receiving online counseling.
Participants mentioned that their first choice would be videoconferencing, and the
second would be telephone calls. Their third choice was voice records or live chats,
whereas telephone messages and e-mail were at the end. Clients were also asked about
the reasons for the order of their preferences. They chose the format depending on the
closest ones to face-to-face interaction, and more synchronized types of online
counseling were primarily preferred. Some clients (C3, C4, C7, and C8) mentioned
the waiting process for answers, not understanding the psychological counselor
without tone of voice, gestures, and mimics, and a late response to the text message
and e-mail, which may arouse their anxiety level. C3 illustrates how she would get

nervous if she were in asynchronized communication for the counseling:

Text messaging from the phone and e-mail seem very formal to me. Even when
texting my friends, | get nervous because | cannot understand your intention
from the entire message. That is why it is more stressful for me, especially if
this is my psychological counselor. I place the phone, text message, and e-mail
at the end.

Participants were also asked, "Which format would you prefer in the future for
receiving counseling among face-to-face counseling, online counseling, and hybrid
format?" Most of the clients (7) preferred a hybrid format for receiving counseling.
All participants admitted their desire to have a live interaction in the face-to-face help.
However, to continue sessions and to make time to receive support in a busy life, most
participants (7) mentioned that the hybrid format was the most appropriate choice for
their future counseling experiences (see Table 4.3). Three participants declared that
face-to-face counseling was their first choice as face-to-face sessions' interaction and
environmental comfort do not match the atmosphere in online counseling. Two
asserted that online counseling would be their last choice because of privacy concerns.

Four stated that online counseling was their third choice for positive reasons like time
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management, accessibility, and comfortability. Since accessibility or current life
routines are not appropriate for receiving help, 3 participants also mentioned face-to-
face counseling as their last choice. The flexibility within the hybrid format predicted
that soon, online and face-to-face counseling could be utilized for continuity, time, and

comfort, as described in the extract from C9:

| prefer hybrid first. In the second place, | prefer online out of necessity. As |
said, | do not think | can spare much time in my busy work schedule to go
somewhere physically.

Table 4.3

Clients' Preferences on the Formats of Counseling

Order of Reasons for Preferring
Preferences Counseling Formats
1 2 3 1 2 3
C1 H f2f OC Comfort Live Comfort
interaction
C2 H f2f OC Time Live Privacy
interaction concerns
C3 H OC f2f Continuity Access Interaction
C4 H f2f OC Continuity Comfort Time
C5 f2f H OC Flexibility Time Comfort
C6 f2f OC H Comfort Scheduling Confusion
C7 H f2f OC Continuity Safety Practical/
access
C8 f2f H OC Live Talking freely Privacy
interaction concerns
C9 H OC f2f Time Time Continuity
difficulties
C10 H OC f2f Time Continuity Live interaction

Note. OC=0nline counseling. f2f=face-to-face counseling. H=hybrid format,
which includes online and face-to-face counseling.

In summary, busy life conditions make online counseling a preferable format, but
clients also highly want to be in face-to-face interaction. Because of this, a mixed
approach for counseling sessions would be durable and manageable in terms of time

and comfort in receiving help.
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4.1.5.2. Arranging Technical Equipment and Environment

This theme explains the responsibility of technical equipment and the environment
that depends on clients. C3, C4, C5, C7, C8, and C10 mentioned that some duties need
to be administered by the clients during online counseling, although they have control
over their environment not to do it. C8 illustrates that he is careful about muting the

phone and not smoking during sessions:

As a principle, for example, when | make an online call, I mute my phone and
do not answer the phone when they call me. Apart from that, for example, |
love smoking a lot; I love it very much. | am a smoker, but | do not smoke
during counseling.

C5 and C10 needed to arrange their conditions. C5 illustrated how clients should use

the camera during sessions as well as experiences with the pets:

Another thing is to look at the camera at that time. Because even when you do
this [Looking below]. | feel like -not only as a student but also when | teach-
"Is s/he looking at his phone, or do they listen to me? [...] Also, keeping the
camera open is essential to give the impression that “I see the person in front
of you, okay, I hear you, I am listening.” I think it is essential to be doing this
with each other.

[...] Apart from that, we all have different conditions, but it is possible to shape
the environment accordingly. For example, | said there is a cat and a dog at my
house. You may give one of them a toy and put another in a different room.
Arranging the place could be helpful.
C3and C10 mentioned that using headphones is crucial to increase the feeling of safety
during sessions. It might be applied as a rule parallel to confidentiality and privacy
risks. As a result, this theme emphasizes that the need for technological instruments
for online counseling is crucial. The responsibility to arrange the environment
accordingly is also vital because mental health professionals’ control of the clients'

space is minimal.

4.1.5.3. Suggestions for Developing Online Platforms

Four clients (C1, C3, C9, and C10) suggested that it would be beneficial to have
ethical, controlled, and specific platforms that bring clients and psychological

counselors together for online counseling. Confusion about which platform should be
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used seemed to influence clients negatively. That is why one program or platform was
developed under the guidance of mental health professionals suggested by the clients.
Extract from C9 illustrates that it would be beneficial to have a topics-specific

matching system in developed programs.

Maybe a platform can be established..., There should be a website where |
want to get help, and | can find who can provide specific support on which
issues. There may be a list of this; maybe there is, |1 do not know. You know,
something like this, think like Facebook, Instagram. You see, it is a platform;
I'am going to use that platform and find..., let us say, experts on grief or trauma
or abuse..., So, I can see which psychologist can help with these issues.

She also emphasized that anonymous surveys after each session would be beneficial

for psychological counselors to improve their skills for online counseling:

A survey can be done at the end of each session. After all, the professionals
must develop themself and see the value of the process. Maybe clients do not
say it in the sessions, so they do not want to hurt the psychological counselor.
However, a questionnaire is sent to that professional anonymously, and only
the professional can see the answers without knowing who responds.

Apart from the C3, C9, and C10, C1 has an entirely different view that a controlled
environment was achieved in online settings as she received online counseling from a

place that the practitioner controls:

There could be something like internet cafes to improve the accessibility of this
service. Do you understand what I mean when | say internet cafes? It is like
having rooms, so everyone reaches the accurate services..., Like the one I
received. This kind of practice also makes things more severe and formalized.
It would benefit your feelings regarding "that is why | came here."

During interviews, these participants suggested that there is a need for control and
check by the professionals in the mental health area. Thanks to this, they believe that
the quality of online counseling can increase, their concerns can be lessened, there
could be more opportunities to reach individuals, and the chance for improvement of

psychological counselors by developing platforms.
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4.1.5.4. Need for Resolving Insecurity

Four clients (C5, C8, C9, and C10) reported some uncertainties regarding protecting
personal data in the online space, creating anxiety among them. They feel insecure
because of the probability of sharing their personal information unintentionally. C9
admitted that personal data storage by the programs is very complicated and needs to

be resolved. She added that there might not be a solution for this:

Personal Data Protection Law..., You know, such as unauthorized recordings.
Frankly, there is not much that can be done to prevent them. | wish something
were done about it. While talking to you in Zoom, I cannot record this without
your permission. However, as | said, | can record it with another device from
outside, and no one can prevent it. You know this is something that malicious
people can do. Well, I do not know what else can be done to improve. There is
this security issue.

In summary, this theme emphasizes that not feeling safe during online support is a
question mark for clients at the back of their minds. The complication of the Personal
Dara Protection law was creating anxiety as C10 stated that "Zoom is a foreign
program and the recorded data goes abroad, so how would you solve this with the
Turkish Law?". They felt unprotected regarding the information they gave during the

session in online counseling.

4.15.5. Clear Procedures and Standardization

This theme illustrates the clients’ need for a standardized way of receiving online
counseling and uncomplicated procedures. Four clients introduced that this type of
help may need time to develop. They admitted that online counseling is more
complicated and ambiguous than face-to-face counseling. For example, C2 illustrated

his thoughts on standardizing the online counseling process

Maybe the legal gap will be closed by putting the criteria of online consultancy
service into it. So, there will be minimum requirements. Perhaps more
experience will be desired there. | mean, to be able to give counseling there.
For instance, it will be necessary to provide face-to-face counseling in an office
for three years and then go there because online counseling is straightforward
and accessible to everyone. It is essential to inhibit it a little bit. I think that not
everyone should be able to give online counseling anymore.
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Need for procedures will need to be developed through time with discussions among

professionals as C3 suggested:

There should be rules for this, the effectiveness should be discussed, and I think
this needs a few more years. In other words, | think this should be addressed
continuously to be placed objectively.

To sum up, the client perceived online counseling as a developing area that needs
attention from lawmakers, associations, and providers. They suggested that giving

specific rules and procedures might be helpful for efficient sessions.

4.1.5.6. Checking Online Psychological Counselors’ Actions

This theme states the need for professional regulation of mental health professionals
as online counseling is very open to abuse, in parallel with the previous theme on
misuse and manipulation of professionals in the online space. Some clients suggested
that this issue needs to be resolved. For instance, C7 illustrates the risks while

searching for an online mental health provider:

I think it should be better structured. Because while | was searching, the things
| found on the internet were not very well structured, and sometimes different
psychologists gave different price information on certain websites. So, OC had
become an open market. However, it does not seem right to me that this is the
case. In other words, some psychologists | saw were saying, "'l am cheap, come
to me," and they did not have the qualifications for these services. When people
who do not get support, who want to get it, search the internet like me, they
may come across a person who will abuse themselves. There is no guarantee
of this; maybe they will be scammed. In other words, if | say | am a
psychologist, provide online support, and set up a website, who will check this
process?

Clients mentioned that too many individuals offered online counseling services,
especially during the pandemic. So, they seemed very annoyed with how mental health
providers use it. The situation made it even harder to differentiate who the verified
professional was or not. As a result, having no clear rules and procedures created a

manipulative environment for giving online counseling services.
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4.1.5.7. Informing Clients about Technical Difficulties

This theme shows that increasing technical readiness for clients for anxiety and
emotional arousal is considered necessary by clients. Because after clients experienced
corruption with technical issues like internet connection, voice problems, and visual
freezing, they were uncomfortable in online counseling sessions. Four clients
mentioned they needed information about the possible technological drawbacks during
online counseling. It would be helpful because they felt abandoned, stressed, and had
difficulties with the emotionally intense moments when internet connection issues

occurred. C5 expressed the feelings that need during these challenging moments:

For example, some things that make me very nervous. Here, the internet
connection problems are making the situation very tense. That is why | said |
would connect to the internet from my phone's internet. There might be a
relaxation process for clients. This process might be good because all people
cannot have great internet. Yes, we will enter 2022, but it is not. | think a little
bit of tolerance and relaxation would be helpful.

C7 also expressed her feelings and thoughts about how she was annoyed with the

internet problems during sessions:

My psychologist was in a different place, and there were interruptions on the
internet due to my psychologist’s internet connection. It bothered me because
| did not cause it, and this situation reduced the efficiency during the session
[...]. It may be essential to make preliminary preparations, which can be a faster
alternative in technical matters.

C10 described the emotional expression process in online counseling using metaphors
and said, "it is like a car motor; in the online environment, you warm up late and freeze
late.” He was also one of the clients that were very annoyed with technology while
experiencing intense emotions during the sessions. He mentioned that he felt awful
after the internet connection was corrupted. In brief, preparing clients for the
technically challenging moments during online counseling could be vital since they
could experience feelings like distress, neglect, and anger. Improving the structured
plans for these moments would help to increase the effectiveness of practices, although

they are not entirely preventable.
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4.2. Psychological Counselors’ Results

Psychological counselors’ results consist of six superordinate themes: Lack of control

over ethical issues, experiences with the online therapeutic process, pushing the limits

of creativity, conveniences that encourage psychological counselors to provide online

counseling, struggles that discourage psychological counselors to provide online

counseling, psychological counselors’ aspirations and suggestions for improving

online counseling.

Table 4.4

Psychological Counselors’ Superordinate and Subordinate Themes

Superordinate themes  Subordinate themes f
Lack of control over  Clients’ privacy problems originating from the 8
ethical issues environment

Confidentiality concerns 7

Lack of knowledge and practice of security 6

Careful screening and assessment procedures in 4

online counseling

Concerns about crisis interventions 4

Easiness of violating boundaries 3
Experiences with the  Role of external factors on the therapeutic presence 7
online therapeutic Applicability of basic counseling skills during online 6
process counseling

Well-structured initial sessions in online counseling for 5

setting rules

Need for more time to establish the therapeutic 5

relationship in online counseling
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Table 4.4 (Cont’d)

Psychological Counselors’ Superordinate and Subordinate Themes

Superordinate themes  Subordinate themes f
Pushing the limits of  Raising verbal skills and techniques 7
creativity More focus on perceptible/observable parts of clients 3
Adaptation of physical/behavioral practices 3
Turning unintentional disclosures into positives 3
Conveniences that Time-saving 10
encourage Safety and comfortableness in own place 9
psychological Exceeding spatial limitations 8
counselors to provide  Increasing the chance of touching people’s lives 7
online counseling Economically affordable costs 7
Flexible scheduling 4
Continuity of the sessions 4
Struggles that Hesitancy to use online counseling for severe and 10
discourage private topics
psychological Management of technical issues 10
counselors to provide  Inability to observe nonverbal behaviors 8
online counseling Technological barriers to emotionally deep sessions 7
Lack of readiness and responsibility for online 7
counseling
Psychological Format preferences for interaction 8
counselors’ Suggestions for developing online platforms 7
aspirations and Training for ethics, techniques, and process 6
suggestions for Standardized rules, regulations, and laws 4
improving online Adapting online counseling to the counseling 3

counseling

curriculum

4.2.1. Lack of Control over Ethical Issues

The first superordinate theme explains how psychological counselors questioned the
ethical problems of online counseling. The counseling room in face-to-face was
changed in the online counseling process. It consists of separate places for clients and
psychological counselors in terms of responsibilities in providing ethical issues. Thus,
this creates an atmosphere where the psychological counselors’ ethical control over
the sessions lessens. The theme involves six subordinate themes: Clients’ privacy
problems originating from the environment, confidentiality concerns, lack of
knowledge and practice of security, careful screening and assessment procedures in
online counseling, concerns about crisis interventions, and easiness of violating

boundaries.
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4.2.1.1. Clients' Privacy Problems Originating from the Environment

This theme illustrates psychological counselors' privacy concerns regarding clients’
areas while providing online counseling services. Their concerns are similar to clients’
privacy concerns. Seven psychological counselors emphasized that they control their
environment to protect privacy. However, because of being in different places and not
having control over clients' environments, professionals declared that they had
suspicions and privacy violations due to clients’ environmental factors. PC1 described

her experiences:

There were several times when we needed to talk about family members. That
is what we were supposed to talk about in the sessions. However, they could
not speak; they said, "let us express it in writing." The typing process just got
a little bit slower. | said there was no problem, but they expressed themselves
differently when writing than verbally. [...] Unfortunately, we had this
disadvantage because of the lack of personal space.

Not only concerns about being heard by the client in less private space were a problem
for some psychological counselors; for instance, PC5 experienced direct involvement
of third parties during sessions:

| have experienced the presence of a third person a lot, and | have experienced
many interferences in our conversations. It did not happen while working with
my clients who live alone, but | had this problem.

For some psychological counselors, the involvement of a third party sometimes creates
unintentional disclosures by the clients. It gives a chance to observe clients'
relationships with their family members. As illustrated in the words of PC6, she tried

to turn this privacy situation into a positive thing:

We cannot always arrange that environment because my client’s child always
comes and interrupts; what the woman is talking about or something like that
[...] However, as | said, how we use the disadvantages here is essential. For
example, you see the bond with the child and the relationship [...] This is also
aclue to you. Ultimately, it is a positive or negative, disadvantage or advantage.
It is a matter of how you put these in your toolbox and how you will reflect
your clients within sessions.
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To sum up, the inability to control clients’ environmental stimulus produced adverse
scenarios in which psychological counselors were the only side that ensured the

privacy of their environment.

4.2.1.2. Confidentiality Concerns

This theme demonstrates that psychological counselors are uncertain about protecting
confidential information because of the uncontrolled and different settings rather than
security concerns with the program and internet. Some psychological counselors stated
confidentiality issues were the most feared thing they could experience in online and
face-to-face counseling. Seven participants appeared unconvinced about whether they
could protect sessions’ confidentiality as they had minimal sources to control clients’
home stimuli. PC7 illustrated that she was indecisive about providing complete

confidentiality during sessions in the pandemic:

When you conduct online counseling sessions with clients during the
pandemic, you can arrange your environment for the client (talking about her
own home). You provide a quiet and safe environment by yourself, but I have
heard much from clients about this issue (mentioning clients may not arrange
this easily). For example, one client | worked with online counseling during
the pandemic mentioned, "Today the house is a little crowded, that is why |
will not be able to talk very comfortably." [...] the face-to-face environment is
very confidential; you are safer than in an online environment. You can provide
confidentiality. You are so sure about it.

PC9 also stated that ethical frameworks of online counseling are minimal due to the

lack of control in online counseling compared to face-to-face counseling:

For example, a friend of mine asked how | was so sure there was no one else
in the clients' room. I said, “I am not.” So, someone could be sitting behind the
computer and listening to us. The client may also want this to happen.
PC10 also stated that he directly experienced the uncontrollability of recording issues
while providing online counseling, although he introduced the rules well initially. He
expressed that he felt unsafe, and his trusting relationship was negatively affected by

his situation. He was not sure that this violation had happened before either:

| said, | mean, | saw your phone. Did | see it wrong?" For something like that.
As the process progressed with the client, we also had a relationship of trust,
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which was going very well. The client said, “I want to listen to them again, so
that is why I am recording.” [...] I saw this randomly; maybe the client may
have taken this recording before. He may have shown it to his friends, not to
himself. He may have shared it on social media [...]
In summary, this theme shows the importance of confidentiality, which is not being
able to be controlled entirely. Psychological counselors seemed to be very uncertain
about avoiding confidentiality risks. Some psychological counselors mentioned that
not only are clients in danger, but psychological counselors have become much more

unprotective and unsafe in online counseling than in face-to-face counseling.

4.2.1.3. Lack of Knowledge and Practice of Security

This theme involves psychological counselors' technological data security knowledge
and how it affects them. Although psychological counselor participants generally
consider themselves competent practitioners with the technology to conduct online
counseling sessions, they seemed to have limited data security knowledge through the
used applications or programs. Psychological counselors were asked about how they
ensure the security of the sessions. They use virus programs and personal computers
just for online counseling sessions. Some of them agreed with clients to receive the
informed consent via e-mail. It was observed by the interviewer in this study and
declared by the psychological counselors that they do not take any precautious action

or do not know if there is anything they can do.

For instance, PC2 wants to learn more about the background of the security knowledge

regarding programs because it is risky to have sessions in a technological environment:

It is about technological things. So, there may be a need for knowledge related
to cybersecurity. Even though I think it is safe, the most significant question
mark is for me, "what if something happens?" After all, there is no such thing
as a hard copy like in face-to-face counseling. There is no format, so there is
always this risk in technological things.
Some psychological counselors emphasized that they do not perform any precautions
for the security of the sessions. The following extract from PC6 illustrates how mental
health providers lack programs’ data security information. Though many

psychological counselors perceived themselves as competent in using technology

during practice, they lacked background knowledge on personal data storage:
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| do not have clear protection, explicit knowledge about it, you know, | do not
have anything extra. No action was taken. | am just keeping my notes away
from anyone. | am cautious about privacy, but in terms of technology, | am
trying to run sessions only via Skype. | use other programs in challenging
situations.
Psychological Counselors think that data security is another uncontrolled situation
embedded in the online environment. Unsurprisingly, psychological counselors do not
have enough security knowledge regarding the programs they use in the online
sessions. As they expressed, they had limited sources during the pandemic, and their
educational background in the counseling profession did not provide enough
knowledge about information security. Their technological precautious practices were

restricted to using virus programs, IDs, and passwords.

4.2.1.4. Careful Screening and Assessment Procedures in Online Counseling

This theme is an ethical consideration that outlines psychological counselors’
increased need for more meticulous work to identify the possible risky behaviors so
that they cannot cause unethical conduct. Five participants revealed that they were and
had to be more careful about screening and assessment procedures because of the
online environment's weaknesses that produce a lack of chance to intervene in risky
situations such as suicide and self-harm. It was stated that they did not prefer online
sessions for clients with severe issues to avoid the likelihood of a big crisis by
psychological counselors. It was very vital for psychological counselors to employ
screening and assessment procedures more cautiously. PC4 mentioned how he is
monitoring his competency of himself in the online environment and avoids crises by

careful assessing procedures:

| think the main issue here is to choose the clients well. I think I did this well.
The subjects | work on are the interventions I have made about counseling [...]
| do not do play therapy; for example, I never do Filial Therapy, | am a Filial
Therapist, but | do not use it. Can | do this online? Yes, it can be done. It is
possible, but I chose not to. | have limited the area and usually make a
reasonable assessment when | get a client in online counseling. For this reason,
| can say that I mostly feel good because | choose appropriate clients more. So,
| can say that | feel competent enough.
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Similarly, PC9 reflected on his thoughts and feelings about assessment procedures. He
tends to make referrals when felt incompetent with the topics in online counseling:

Firstly, I do an intake session, and as soon as | think I am not competent enough
to work with that person immediately make a referral. These two ethical issues
are critical to me in the online counseling process.

To conclude, as the participants discussed during interviews, psychological counselors
who provide online counseling consider assessment, screening, and interviewing
processes more crucial to provide non-maleficence, which is one of the core ethical

rules of counseling.

4.2.1.5. Concerns about Crisis Interventions

This theme explains the condition of intervening in crisis moments during online
counseling. Four psychological counselors emphasized that although they do not
experience a crisis in the middle of the sessions, they have concerns about how they
will react to crises in virtual environments. Some psychological counselors were afraid
of the possibility of this event; some had feelings of unsafety. As PC4 illustrated his
sense of unsafety in the extract below, online counseling is considered a more

unprotected area for psychological counselors as behavioral controls are less:

Behavior controls, you can be exposed to suicide attempts; this is quite
dangerous in online counseling. In other words, it is an area where the
psychological counselor cannot protect himself easily [...] Therefore, in online
counseling, there are many risks..., Of course, you may not always notice all
the risks. However, if you do not notice some risks, I think you may encounter
some experiences that can give you severe headaches in the professional sense.

After it was asked about ethical situations in online counseling, PC5 had difficulties

recalling ethical issues; when the interviewer introduced some possible ethical issues,

she also stated she would be helpless in a crisis:

This emergency part caught my attention because there may be nothing to do
there. The client is not with you. How can it be intervened in this situation? Of
course, information about his relatives is obtained in the preliminary meeting,
but as a result, he will be alone; that is, he will not be with me at that time. This
example caught my attention right now. So, it is not something | have
experienced, but I think this might be a big miss in online counseling.
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In summary, this theme illustrates how the quickness of online counseling could not
give a solution for intervening in severe actions because of physical distance.
Psychological counselors seemed to be cautious regarding crises in online counseling
(e.g., suicide, harming others, self-harming issues). In this study, psychological
counselors tended to choose severe topics for clients for face-to-face sessions.
Consequently, behavioral controls in online environments are minimal, and being
protective of the clients could not be possible all the time due to distance and the
inability to provide instant support by psychological counselors. It is important to note
that this issue may cause harm to the clients, but, in some sense, professionals also
could be affected by this when providing help under unethical conditions or not

cautiously, as mentioned by the psychological counselors.

4.2.1.6. Easiness of Violating Boundaries

This theme explains that psychological counselors experience difficulties setting
boundaries in online counseling. In this study, some psychological counselors do not
have staff (e.g., office secretaries) to contact clients. Some use social media pages and
e-mails to have contact with clients. Since they have direct contact with the clients,
and the communication has started through virtual settings, they stated that the
relationship boundaries and roles were negatively affected. However, they assured me
they were trying to be careful with the structuring processes and introducing rules.
Extract from the PC9 illustrates the insistency of the clients on exceeding boundaries:

In face-to-face counseling, boundaries are clear [...]. Things like telephone and
e-mail are much more straightforward [...] In online counseling, the
relationship is first established over social media or an e-mail and exists there.
Of course, the person can also contact you in face-to-face counseling via e-
mail, but the face-to-face meeting starts immediately after a preliminary
interview. It Is not available in online counseling. Since this is not the case in
online counseling, the client tries to be more flexible within those limits [...]
For example, some clients reach out to me from my professional Instagram
account, and when | contact them via e-mail, they persistently reply to the e-
mail via Instagram.

Starting a relationship in a virtual environment creates an illusion among clients to
break the rules of the sessions. In terms of boundaries, PC10 also experienced
protecting the relationship with some clients due to their attempts. He declared that

when psychological counselors provide a direct contact number, the client might
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consider that the psychological counselor is always accessible., This issue leads to

inappropriate communication outside the sessions:

Boundaries are challenging, so sometimes, they can be crossed. For example,
the client connects from Zoom, but somehow, s/he could not join the
microphone. There is the video image, but somehow, it did not work. Well, 1
said at the end, if you want, here | am, let me call you on the internet, on my
phone. We gave our numbers to each other. We talked over WhatsApp, but it
was something that had an incredible impact on the process. It is entirely out
of control. We switch to the phone, and he can text at night or in the morning;
this is not a big problem for me, but it is a problem regarding the therapeutic
relationship because the relationship continues. The client thinks that s/he can
continue the relationship at any moment. There would be another thing, if s/he
wrote at night, let us say | could reply in the morning. It is not a problem for
me. However, the client has a question mark, like "why he did not write to me,
why didn't he answer me, etc."”

To conclude, different voices of psychological counselors were introduced in this
theme about clients' challenges to exceeding boundaries limits in online sessions. The
illusion of psychological counselors' availability all the time and a continuous
relationship due to accessing different communication channels made it difficult for

psychological counselors to set clear boundaries with their clients.

4.2.2. Experiences with Online Therapeutic Process

The second superordinate theme contains four subordinate themes: The role of external
factors on therapeutic presence, the applicability of basic counseling skills during
online counseling, well-structured initial sessions in online counseling for setting
rules, and the need for more time to establish the therapeutic relationship in online

counseling.

4.2.2.1. Role of the External Factors on Therapeutic Presence

This theme emphasizes the therapists’ presence experiences in terms of emotional,
physical, relational, cognitive, and spiritual dimensions. In online counseling,
psychological counselors tend to have more difficulties because they lack control.
Even if they were controlled meticulously, it is still more likely to lose “the moment”
in online counseling. Several psychological counselors stated the importance of

external factors for cultivating the therapeutic presence in a virtual environment.
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They underlined technological issues’ effects on the therapeutic presence process.
Most of them highlighted the absence of physical presence and its cruciality. Some
considered that there is no difference at all. However, most psychological counselors
emotionally and cognitively have cultivated the therapeutic presence, but their
behavioral and physical presence is always lacking. For instance, PC2 mentioned that
therapeutic presence depends on professional experience. However, he stated that
technical difficulties also play essential roles in cultivating therapeutic presence in

online counseling:

If internet connection issues affect visuals or something, | squint my eyes and
ask myself, “did s/he receive my voice?” When you want to focus on the client's
emotional state, focus on what s/he is feeling at that moment; | am asking
myself, “what does s/he feel right now? Wait a minute, what is going on there?”’
Well, when you are trying to focus on it, that thing can affect you in losing the
moment a bit.

Like PC2, PCS8 illustrated the different accounts of external factors, which are about
the virtual environment and transferring physical existence to the screen rather than

technical corruptions:

The presence decreases somewhat. Because a screen intervenes between us,
you do not breathe the same air. For example, I am looking out of my window
right now. | see cars and buildings. If my client looks out the window in face-
to-face counseling, s/he sees the same thing from a different perspective. Our
landscapes, the environment we are in, the air we breathe... So, | think we all
have an energy field, the way we feel it. These things do not happen; they do
not go through the screen.

Difficulties in tracking nonverbals are the limitations of online counseling. Some
participants also lacked physical presence and closeness towards their clients. As PC7
explained this challenge in the following extract by using “the doctor”” metaphor, she
declared that it is affecting the effectiveness of the sessions:

This process is like “the doctor will do the surgery, but there is no patient,” so
it does not happen. It is always lovely to be there physically.
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To sum up, this theme introduces how external factors such as technology, technical
instrument, and physical distance play a vital role in cultivating therapeutic presence.
Although it was a state of being spontaneous and experiencing a mindful way of being
together with clients, online counseling is very dimensional. The involvement of other

factors has a critical role in the effectiveness of the therapeutic process.

4.2.2.2. Applicability of Basic Counseling Skills during Online Counseling

This theme illustrates the difficulties in applying counseling skills in online
counseling. Some psychological counselors mentioned that basic counseling skills like
silence (3) might be misunderstood in the technological environment (e.g., internet
connection problem.). Some are more hesitant to use confrontation (3) as they believe
developing a therapeutic relationship takes more time. Some noted that active listening
(3) is sometimes affected by distractors. For instance, PC10 describes how silence is

misunderstood or ignored by the clients in online counseling:

In online counseling, for example, something happens when we both stop; we
are saying that “ah. the internet connection just cut off, or can you hear me?”
You know, it can be turned into something different, or the client can also use
this when s/he cannot find anything to say. Since silence in online counseling
IS not entirely natural, the process can have been affected in that sense.

Some psychological counselors said they might be unable to listen to their clients
actively due to technical issues or environmental distractors. PC6 illustrates these

issues:

I have to mention the attention issue [...] in active listening; the focus is
essential. If clients cannot arrange their environment, the focus may shift there.
The psychological counselor can be affected negatively while using active
listening skills.

Some practitioners mentioned that they are more hesitant to use confrontation skills in
online counseling or prefer to use them in further sessions after a strong relationship

is established. PC9 illustrates this intention with the following words below:

Establishing a therapeutic relationship in online counseling is more challenging
than in face-to-face counseling. That is why I find the confrontation technique
a little more complicated in online counseling. A person may not always be
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open to this. Because in online counseling, one cannot consistently maintain
the same attention in front of a screen, and since it takes a long time to establish
that therapeutic relationship, confrontation is a technique that worries me a
little.

To sum up, some psychological counselors have encountered difficulties in terms of
skills in online counseling, especially in using silence, active listening, and
confrontation during online counseling. More complex or insight skills were harder to

implement for the psychological counselors.

4.2.2.3. Well-Structured Initial Sessions in Online Counseling for Setting Rules

This theme defines the structuring process as a crucial element of online counseling.
Five psychological counselors disclosed that clients sometimes show less
responsibility towards session rules in online counseling, the initial structuring of the
sessions and session rules becomes even more vital than in face-to-face counseling.
Consequently, they were trying to be careful about structuring processes and
introducing rules at the beginning. Extract of PC7 illustrates the vitality of structuring,
especially for online sessions, to avoid ethical difficulties:

| go over the rules one by one in the intake interview. We read together; I share
it on the screen. | receive signed documents when | understand that the client
has read them all. We always say this in face-to-face counseling during the
intake. | pay great attention to these ethical parts, but as | said, | pay special
attention to recording the session and privacy for counseling, and s/he is
responsible for this issue. [...] It is necessary to inform your clients well,
especially in online counseling.

Psychological counselors highlighted that they were cautious with “structuring

sessions” in online and face-to-face counseling. However, they had to be much more

careful in virtual space as the rules tend to be broken by clients intentionally and

unintentionally.

4.2.2.4. Need for More Time to Establish Therapeutic Relationship in Online

Counseling

This theme shows that establishing therapeutic relationships in online counseling

requires more time, as establishing trust, bond, and rule setting also need more time.
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The virtual environment has some barriers to developing communication. The
communication in online counseling encounters interruptions. The limited physical

appearance has resulted in developing therapeutic and trusting relationships lately.

Five psychological counselors mentioned that developing a trusting relationship
between the psychological counselor and the client in online counseling requires
patience and enough time. The extract from PC5 illustrates the differences between

face-to-face and online counseling in sincerity and comfort.

| am saying that that therapeutic and trusting relationship can be a little late.
Inevitably, seeing the person, seeing the human body, meeting face-to-face,
and receiving what we call that energy also contributes to the process. Well, |
think that is the same for everyone. When | even met a friend of mine. It makes
me feel more comfortable and sincerer if it happens in face-to-face counseling.
So, it is a little late in online counseling. | have experienced this from time to
time, and it is not pleasant to say something like, “I am sorry, I could not hear
you, | could not hear your voice, or | am so sorry that your internet is
disconnected.” It also affects the therapeutic process negatively.

PC6 illustrates the need for more time in the therapeutic relationship in the extract
below. She emphasizes that the involvement of technical instruments was dominant at
the beginning of the sessions. However, when the trust is established, the dominance
of technical issues goes behind the relationship between psychological counselors and

clients:

Of course, face-to-face counseling will help you establish a faster therapeutic
relationship [...] After the trust is set and the client gets used to these technical
issues like the interruption of the internet and the freezing issues. These
problems do not take us out of that area (mentioning the relationship). | mean,
they do not completely detach us from the session.

PC10 revealed that the accessibility of a therapist in an online environment is giving
clients a harmful opportunity not to establish bonds. Since they always have
alternatives, clients lack the responsibility to commit and develop a bond with the
psychological counselor in online counseling. Because of this reason, the therapeutic

relationship takes a long time to establish:
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When you are in face-to-face counseling, even if you have not started that
relationship, even if it is the first meeting, | think the client imposes
commitment to the sessions. Even if you have not met yet, s/he says, "this is
my psychologist, this is my psychological counselor.” A commitment to the
session and a relationship develop even before the process starts. Here (in
online counseling), the development of the therapeutic relationship takes
longer, and clients can give up more quickly in this process. In other words, |
interpret this dropout situation like this: clients probably know that they have
different alternatives in online counseling.

In conclusion, this theme illustrates that establishing the therapeutic relationship
requires more effort in online counseling sessions. Some psychological counselors
related this issue to the bond. Some thought that it is related to trust, and some stated
that communication is affected by the limitation of the online environment and the
effects of technical problems. The experiences of half of the psychological counselors
showed that the relationship has begun in earlier sessions and is easier compared to
online counseling, in which the relationship develops in further sessions.

4.2.3. Pushing the Limits of Creativity

This superordinate theme illustrates how psychological counselors adapted their
techniques and skills in limited conditions in online counseling (e.g., physical
absence). It also highlights how their creativity needed to be essential in transferring
what they already knew to online counseling. It includes four subthemes: Raising
verbal skills and techniques, more focus on perceptible/observable parts of the clients,
the adaptation of physical/behavioral practices, and turning unintentional disclosures

into positives.

4.2.3.1. Raising Verbal Skills and Techniques

This theme illustrates that psychological counselors had problematic experiences in
online counseling for applying the techniques and skills they have already used in face-
to-face sessions. The limited environment, limited observation of the clients, and
inability to exist in the same place with the clients forced psychological counselors to
use more verbal techniques and skills than the skills that contain physicality and
behavioral applications. They used metaphors more in online counseling than in their
face-to-face experiences to close the gap between online and face-to-face sessions.
Seven participants indicated they used more verbal skills and techniques in online
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counseling. So, the verbal interventions were increased during online counseling in
contrast to face-to-face verbal implementations because they worked well than the
behavioral ones. For example, an extract from PC4 shows how lack of control over
nonverbal observation, getting emotional moments, and inability to apply behavioral

interventions made way for using more vocality-based approaches:

Especially in action-based interventions, it is impossible to do online
counseling in interventions where the client needs to do something. It is also
tough to follow that emotional intensity in online counseling via a computer. It
is not easy to track the mimics, movements, and posture. For this reason, | can
say that there are severe limitations, especially in action-based interventions in
online counseling. That is why we had to practice online counseling more with
verbal interventions.

PC1 also emphasizes how expressions were changed in online counseling:

Maybe | cannot lean forward (talks about sitting position), but because this
expression can be challenging, we started to express it with verbal methods in
online counseling. Typically, maybe it is something you can give through your
body language, but now we have begun to show it with verbal signs, turning it
into a vocal technique. | started to express it with verbal ones. Clients also
sensed what | did and noticed that | cared and was aware of the difficulties they
experienced.

PC3 also indicated that he had experienced difficulties with techniques and skills that
involved behavioral implementation. Still, he expressed that since the techniques of
CBT are more directive than other approaches and some implementations are more
based on the client's behavioral activities, these techniques worked well compared to
ones that are bond-based, need for insight, and past-oriented. So, relationship-based
approaches and techniques that need to show the psychological counselor's abilities

were challenging for him in online counseling:

You are looking at the camera or the screen, and the client can realize whether
you are listening or not. So, that bond between us may not be formed well.
Therefore, counseling or other skills may not work very well in online
counseling. Behavioral assignments, on the other hand, still work well. I think
differentiating exercises on exposure are still working. Because there is a
process in which you activate the client a lot. Therefore, when your
intervention is not strictly psychological counselor-oriented, it does not differ
much from face-to-face.
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Unlike PC3, PC9 expressed that online counseling is a very complex area, and
unexpected things could occur; because of this reason, working with verbal-based
techniques works well for approaches like psychodynamics. He realized he used more

metaphors during online counseling:

| often use stories and produce very metaphorical things in online counseling;
for example, if a person has a problem, | give him an example with some
natural events, primarily nature-based. The person, let us say, does not express
emotions and constantly inhibits feelings. For instance, | say, "After a while,
these emotions will gush like a geyser and have the potential to burn everything
around them. Because the accumulated emotions cause somatic pain in us." For
example, | find such metaphoric things more in online counseling, but I do not
know why | can realize more of these. Such symbolic approaches do not come
into my mind in face-to-face counseling as much as in online counseling.

He also believed that verbal psychodynamic tools are more appropriate for online like

free associations:

I think online counseling is not a very mechanical thing. For example, | believe
a dynamist can work well because there are too many distractions in online
counseling [...] T use the dynamic approach more in online counseling than
face-to-face counseling. Using it in online sessions gives me a little more
freedom of creativity because we use free associations.

This theme described the increased use of verbal skills adopted by psychological
counselors. Also, it shows how these difficulties caused the increase in the use of more
creative approaches, like using more metaphors, directive approaches, and language-
based techniques to solve physical and behavioral barriers. Some participants did not
mention that using verbal skills were necessarily caused by their creativity; however,
some participants who used more verbal techniques declared that they have to adapt

and find solutions for the drawbacks of online counseling.

4.2.3.2. More Focus on Perceptible/Observable Parts of the Clients

This theme focuses on how psychological counselors' creativity limits force them to
increase their senses about what they see about the client on the screen while providing
online counseling. Three psychological counselors discussed that as they could not

observe clients, they tried to increase their observation of facial expressions and
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observable parts of the clients. They tried to turn this disadvantage into a helpful tool.
PC1 expressed her experiences on this by using an analogy of "a person with

disabilities":

| realize that | focus more on body language during face-to-face counseling. |
noticed that after online counseling, | started to experience more sensitivity to
sound and asked myself, "I wonder if the client’s tone has changed? Does s/he
seem to be shaking a little more now, or is it just me?" So, | realized that | was
focusing more intensely on the part of the body that | saw and heard. | use
reflection for what | was able to see and hear [...] We miss some points in online
counseling. Yes, but I noticed that I pick up more from the client's tone of voice
to understand what s/he experiences at some points. It is like people with visual
disabilities being more sensitive to smells and sounds.

The following example of PC9 more detailly illustrates why the facial expression
gained more importance to observe during the online counseling process and triggered
his facial expression observation to explore the emotions of the client:

PC9: A client was having difficulty expressing their feelings, and all | did at
that moment was a joke. | was just kidding about something.

I: A joke?

PC9: Yes, I followed his smile there and then reflected it on him [...] Because
it was a client we worked with dull feelings. | think it was a creative event.
Afterward, there was a situation like a bit of embarrassment; this time, we
realized that this feeling was revealed there. Because that feeling was also a
hidden feeling, this was a trigger. So, he has experienced that feeling. We
realized what emotion came after this experience. Because he had experienced
the laugh, he felt shame. It has been a big deal for us to see this come out in
counseling.

I: How does this relate to online counseling?

PC9: For example, maybe this is because | only focus on the face in online
counseling. The client’s face has triggered me over his facial expressions.
Because we were working over various emotions, there was no other posture |
could focus on in online counseling. I could not pay attention to the physical
position of the body, and I could not pay attention to other things. | only have
what | focus on the person's face.

To sum up, an imperative and quick adaptation to online counseling triggered
professionals to change their views and practices to increase their understanding of

clients and help them. Participants stuck with being with the clients emotionally all the
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time during online counseling. As a result, they use different methods to invite clients
to open up their thoughts and feelings.

4.2.3.3. Adaptation of Physical/Behavioral Practices

Some psychological counselors did not benefit from the sensible parts as much as
others. Instead, they have adapted physical and behavioral techniques of their face-to-
face practices to online sessions. For instance, PC10 illustrated in the extract below
that he had to use play doughs and drawing materials to help his client to explore his

feelings:

For example, when a client who is not expressing his feelings comes to me, |
can give him/her many directives to express his emotions expressively,
generally in face-to-face counseling or in different ways to communicate
through his/her body. However, even if | do these in online counseling, it may
not work. The effectiveness of this process may decrease. For example, I
suggest something to my clients: "let us buy some play dough and do
something together for the next session." We draw pictures. We do these kinds
of things. You know, to make that expression stronger.

PC10 also tries to bring clients' emotions to light. He admitted that he is not doing
these practices with clients during face-to-face counseling. As he adopts the Gestalt
approach, he mentioned using more body-based techniques if the case were in face-to-
face counseling. A different account from PC4 is using an empty chair practice. He
said that he used the clients' space for practicing this technique, and it was a functional
practice in his opinion because even the empty chair technique needs physical

instruments; it is a cognitive process in the end:

| asked which side you would like to choose. I changed my position like this
(the psychological counselor moves to the right of the screen via his chair). For
example, she spoke as a prosecutor and explained why she had to break up with
her boyfriend. Then he changed his place and passed here (moving his chair to
the left). Here, she discussed why, as a lawyer, he should not leave him. And
then | said, "step back, now two figures are in front of you." The mind always
works with symbols, even if we study these things in online counseling. So, it
is interesting that the mind can alter these. She physically pulled back her chair,
and I said, "you see, here is the prosecutor, here is the lawyer. You heard what
they said; what would you like to say? How do you evaluate it?" In this sense,
it was a functional practice in online counseling.

114



Another experience with the material adaptation to online counseling was from PC6.
This psychological counselor used a genogram during her meetings, and she
emphasized that using a technological tool to create a genogram makes the genogram

more durable and more precise, even after the sessions:

For example, it is much more difficult when I draw on the board in face-to-face
counseling. The board does not fit with the size of the genogram. The reason
for this, what we call intergenerational transfer, is not just one thing. It is not
one generation; it may not fit on the board when you draw by hand. I think that
level of aesthetics in this practice also contributes a lot. In online counseling,
everything is the same size in place. It is so clear to practice. All we have to do
is to look at it. It is also a bothering process that we think, "did we draw that
variable incorrectly, or did we draw it incompletely? Should we draw it in black
or red?" It is a little bit difficult in face-to-face counseling. It almost takes two
or three sessions in face-to-face counseling [...]. Such practices are permanent
and transparent materials in online counseling. If clients want me to send it, |
send it to them. Later, when something happens in their lives, they can open it
and look at it again. For example, | got feedback from clients about this
opportunity.

In the above lines, she describes that since the material is aesthetic and straightforward
in online counseling, clients have the opportunity to look after the sessions and
understand more precisely. To conclude, some psychological counselors could adapt
the material needed more practice than others. The mental health providers interpreted
behavioral or action-based interventions as more difficult practices in online

counseling.

4.2.3.4. Turning Unintentional Disclosures into Positives

This theme illustrates how some psychological counselors perceive the limitations and
ethically stressful issues in creative ways. Three psychological counselors utilized the
clients’ unintentional disclosures during online counseling. In online counseling,
receivers/providers open their homes to each other. They see the things that are out of
the sessions. They utilized the clients’ unintentional disclosures during online
counseling for the session's benefit. An extract from PC6 shows that privacy was
broken when she was annoyed with the interruption of a child. However, she focuses

on the chance to observe the relationship between the child and the mother:
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For example, a mother who continues a session with her child at home. We
cannot always arrange the environment completely because her child always
comes and interrupts what the client is talking about [...] However, as I said,
how we use the disadvantages here is essential. For example, you see the bond
with the child at that moment. There is someone who is experiencing a
relationship, and this is a clue to you as well. That is, it is a positive or negative,
disadvantage or advantage. Ultimately, it is a matter of how you put these in
your toolbox and how you will reflect your clients within sessions.

PC10 shared that a client was silent and did not talk during the sessions. He admitted
that he used the guitar appeared behind his client to start conversations and get to know

him better:

Let us say he has not comfortable with defining himself; it is very tough for
him. He cannot talk about what he does in his free time. In online counseling,
for instance, a guitar hangs at the client’s back. I may say, “Oh, I see a guitar
in the background. Would you like to talk about it? Are you playing the guitar?”
For example, this opens a door for the client to explain himself in such difficult
moments.

Similarly, PC8 also has an opportunity to observe the client’s daily environment:

I do not know what a client’s room looks like in face-to-face counseling, but I
think it provides a great advantage. For example, | have a male psychological
counselor. He was staying in a dorm and had a messy bed in the back. It is
always messy. It is incredibly messy, and he gives me information about what
he is experiencing, but I am not involved in such experiences that much in face-
to-face counseling.

These psychological counselors perceived that disadvantageous, unwanted disclosures
in face-to-face sessions were parts of the sessions. They also suggested that they do
not use such things during face-to-face sessions. For instance, PC9 explained that it
would be weird if he were talking about the clients’ shoes during face-to-face

counseling.

4.2.4. Conveniences that Encourage Psychological Counselors to Provide

Online Counseling

This theme constitutes which convenient aspects of online counseling encourage

psychological counselors to provide online counseling. It involves time-saving, safety,
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and comfortableness in own place, exceeding spatial limitations, increased chance of
reaching more people, economically affordable costs, flexible scheduling, and

continuity of the sessions.

4.2.4.1. Time-saving

This theme intensifies how providing online counseling could save much time
compared to face-to-face practices. Like client participants, all psychological
counselors said they could use time more effectively than face-to-face counseling
practices. They do not spend time on the road or the traffic, which reduces the
sufficient time for providing help, especially in big cities. PC3 shares his idea on that

opportunity:

15-20 minutes of preparation before the session is enough in online counseling.
However, if you are in face-to-face counseling, greetings, the secretary taking
the necessary actions, your physical preparation... There are many agendas,
and there are many things to do. In face-to-face counseling, half an hour, 40
minutes, or 45 minutes for each meeting is needed for preparation. Even in
terms of transportation, a minimum of one hour may be required for each
session.

PC9 has been living in Istanbul, and going to his work is very challenging.:

Apart from that, it is beneficial for me in transportation. | do not have to change
my places.

To sum up, online counseling was helpful for psychological counselors in this study
in terms of scheduling their meetings more easily by using time more efficiently and
mainly because of the preparation and transportation periods both in going to the

workplace and returning from there.

4.2.4.2. Safety and Comfortableness in Own Place

Nine psychological counselors mentioned that they and their clients could talk more

comfortably. One of them particularly said that she feels she is more comfortable in

terms of wearing casual clothes. Two had fewer concerns over providing counseling

by working from home. Those two controlled their conditions in their home

environment and reached their clients in their relaxed environment. Eight out of nine
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revealed that clients are more comfortable about expressing themselves in online
counseling with the help of a possibly perceived-safe place, home. As their
experiences help them to observe their clients’ conditions, some psychological
counselors stated that clients’ home environment is a safe and more relaxed place to
talk about issues only if the client has a chance to be alone in this situation. As an
example, for the psychological counselors’ comfort, PC 8 stated an honest reflection
about the advantage of comfort for the psychological counselor and described how the

home environment shaped her during online counseling sessions:

The same comfort exists for us too. So, my top side looks like this (showing
the clothes that appear from the psychological counselor’s chest), but
sometimes | wear pajama bottoms. | mean, to be honest, I have to say this.
After that, when | get clients in a row, | do not try to catch myself from one
place to another. I am in my house; | am not wasting time. It is a comfortable
thing.

In terms of decreasing safety concerns, PC4 stated that distance might be protective

for psychological counselors:

Maybe, since the issue of physical contact is not possible in online counseling,
it may protect us a little more in this sense, especially regarding claims such as
harassment.

In face-to-face counseling, there is more anxiety, but in online counseling,

psychological counselors could be more relaxed, as mentioned by PC9:

I am much more worried about how the session will work before the session
starts in the counseling room when | am in face-to-face counseling. Of course,
when | thought about it too much, I saw that my anxiety had increased slightly.
That is why | go an hour before the session and relax there, but I do not have
this kind of anxiety in online counseling.

Most psychological counselors pointed out that clients can open their issues more
comfortably, safely, and expressively if they can manage the environmental conditions
in online counseling. Extract from PC2 explains that it is more comfortable and safer

to open conversations for clients about serious issues in a secure environment:
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People who talk about their trauma, abuse, and crises can get help while sipping
their coffee in their seats, mostly at home, where they feel safe. | think this is
a significant advantage.

Similarly, PC9 states that a perceived-safe environment for a client is an essential part

of the counseling that could achieve in online counseling:

Some clients experience high-level anxiety or fear in face-to-face counseling.
For example, objects like Winnicott’s transitional object can still be seen
among adults. So, rather than bringing that object to face-to-face counseling,
this object’s presence in online counseling may relieve the client a bit [...]. For
instance, | had a client. There were times when the client felt very comfortable
and safe. Even when his anxiety level increased, the room was in a safe zone
for him, he perceived the room as a comfortable place, and the room’s physical
structure pleased him. In face-to-face counseling, this may not be possible
sometimes. The physical shape, other distractors in the room, and other things
can affect this comfort.

Being in a home also helped clients bring immediate expressions in a comfortable way
regarding an experience or issue discussed in the sessions. Such an example from PC4
illustrates this opportunity:

Something happened to me the other day. While discussing a subject with one
of my clients, we had a topic about social relations, such as feeling neglected
at work. As soon as we discussed it, [ asked the client, “Do you have an earlier
memory about this feeling, like an experience of being excluded?”. A photo of
the client in kindergarten came to the client’s mind. S/he said, “Can I share it
with you?”. I said, “of course.” S/he went to another room and took her
photograph. Then s/he sent the photo to me on WhatsApp, and we talked about
how long s/he felt neglected in the image. You do not have a chance to do this
in face-to-face counseling.

To conclude, this theme illustrates that psychological counselors and clients have
comfortable and safe experiences from the perspectives of psychological counselors.
Various extracts were given to show different accounts, perceptions, and experiences.
Most psychological counselors also suggest that the clients are more relaxed in the
home environment if they can ensure being alone. Moreover, the expressions of an
emotion/ issue can be more potent for clients thanks to the perceived safe and

comfortable place.
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4.2.4.3. Exceeding Spatial Limitations

Eight psychological counselors declared they were pleased with the accessibility of
online counseling and the time advantage. Thanks to online counseling, they reached
out to more clients, and their clients more easily reached out to them, too. For instance,
PC9 explained that he reached the areas beyond the big cities:

While it may be much more difficult to find and reach clients with face-to-face
counseling, I can easily conduct with someone from Agr1 or Hakkari. I can
touch the lives of the people there at some point.

PC6 also mentioned the quick access without needing to be in the same place:

Online counseling can be reached quickly. For example, | can interview
tomorrow with a client referred to me today.

In addition to that, PC4 stated that it gives people more freedom to access competent
practitioners:
It has a severe advantage in reaching more professional people, especially in
other cities. For example, finding good professionals was more challenging

for people who live in the countryside, but that is what online counseling does
for them.

Most psychological counselors think they are more accessible for clients who want to
apply for counseling with the help of online counseling services. As they mentioned
that geographical conditions, having a qualified provider, and reaching the

professional in necessary conditions make online counseling convenient for both sides.

4.2.4.4. Increasing the Chance of Touching People’s Lives

Psychological counselors were asked how they view providing online counseling from
a social justice perspective. Three psychological counselors (PC9, PC4, and PC3)
stated that they consider online counseling supportive in reaching more people.
However, they illustrated that it needs to be arranged by the governmental system.
Otherwise, only providing online support would not be beneficial. Four psychological
counselors (PC2, PC6, PC7, and PC10) suggested that they reach more and more
divergent people to help, thanks to online counseling. They also emphasized that
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online counseling could be supportive in terms of society. For instance, PC2 revealed
that he perceives online counseling as a socially contributed prospect:

| also look at the social dimension of online counseling. Honestly, | consider
online counseling much more functional and pragmatic in delivering help to
people who cannot reach services and cannot come to help. Otherwise, it is
hard to get help from a village in the world or a place in Tiirkiye by coming to
Ankara or Istanbul. It is helpful for people who cannot go to an office to find
time and money. It seems a little more sympathetic to me in terms of this
perspective, as there is a possibility that it can be offered under more
economical conditions [...] I mean, I always feel we are deceiving ourselves a
little in a society where people who already have money get therapies from the
best places. What happened at the end of the day? Whom did we serve, and
what benefits did we provide regarding community mental health? [...] The
thought that people could get help in online counseling, maybe at half price,
maybe at lower prices, or free with the support of non-governmental
organizations or public institutions, gives me some hope.

PC10 also has two reversed views on social justice, but he admitted that he started
reaching more people. This opportunity helped him provide more free sessions to those
needing psychological help. He used “the community singer” analogy for providing

online counseling:

| am meeting with more people in this sense. Then, (I thought) “if I can offer it
to more people, I should offer it to people who need it more.” For example, let
us say you are in need. Because it is easier for me to offer this service to people
who would not usually receive it, and it is easier for that person to reach it, the
number of free sessions | provide has increased significantly. So, | do this
process more. In that sense, | think it has a supporting point for society. | feel
like in online counseling, you know [...]. Like singers sometimes give
community concerts, | feel like it is sometimes necessary to do something like
this because, after all, | can offer this service very conveniently. | can deliver
online counseling more comfortably. Because of that, | create such a space
(providing more people) for myself.

His reversed thought was like this:

For example, in online counseling, the client must have a computer. S/he must
have a home environment, have a private room that belongs to him/her. To
proceed online counseling process, maybe s/he should have a headphone or a
camera. In that sense, we cannot reach everyone.
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PC8 also emphasized that online counseling takes equality from the people with
demanding vital technological needs:

On the other hand, it has a restrictive side. Not everyone has internet at home.
After all, you do not have a good internet connection, a good working phone,
or all those programs. For that reason, for many people, face-to-face counseling
may make more sense because of the easy access.

This theme was illustrated as an increased chance to provide help as four psychological
counselors clearly stated this opportunity. Three psychological counselors also said
that chance but paid attention to its regulation and governmental parts. The other three
psychological counselors (one considered both positive and negative) thought that
online counseling requires technological and technical instruments that people cannot
afford all the time. In this theme, psychological counselors who consider online
counseling a supportive manner for society revealed their opinion regarding financial,

cultural, and accessible sides.

4.2.45. Economically Affordable Costs

Psychological counselors were controversial on this theme as some clarified that the
online counseling service fee is the same as face-to-face counseling. Seven
psychological counselors mentioned that online counseling is more economical than
face-to-face counseling. Six out of seven stated that they perform their online sessions
with fewer costs because they pay less effort than face-to-face counseling sessions,
and their prices decrease in online counseling (PC2, PC4, PC6, PC7, PC9, and PC10).
Some (PC1, PC2, PC4, PC6, PC9, and PC10) also believe that online counseling
economically helps psychological counselors, although some stated that it is slightly
different for the professional. As a result, they prefer to lessen the budget for clients in

online counseling sessions, as illustrated by PC4’s extract about his experiences:

| work for something like (Y/100x28,6) Turkish Liras in online counseling.
[...] butif I do this at the office, it costs something like (Y). I think that is a big
difference. The commissions received by the offices are pretty high. Of course,
it is impossible to say this issue only for offices that work with the commission.
For instance, if you try to rent an office, you need severe financial costs to pay,
and you have to reflect this to counseling somehow. | think there is a big
difference, at least for me. So, the minor commission | know that the office
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works with is 30 percent. Most of them work with 40 percent. It is a severe
amount. It is almost half.

Two psychological counselors suggested that they prefer the same prices as the
psychological counselors’ effort is the same. Extract from PC8 revealing the same

effort that was produced for providing counseling:

Clients also ask me if the fee is lower for online counseling. No, because the
service | provide does not differ from the other. That is why | never
differentiate the cost of face-to-face and online counseling. Both are the same.

Most psychological counselors prefer to make online counseling more economical
than face-to-face counseling as the costs, time and efforts decrease compared to face-
to-face counseling. Some psychological counselors suggested that the labor is the same

in online counseling compared to face-to-face counseling.

4.2.4.6. Flexible Scheduling

Four psychological counselors suggested that their work schedule got easier with
providing online counseling. They declared that their work schedule in a day was
highly affected, especially when a client canceled face-to-face counseling sessions. In
contrast, they are more satisfied with the scheduling because they can easily change
the meeting time. The extract from PC7 illustrates how flexible scheduling chance help
clients receive help at an appropriate time for themselves and the psychological

counselor:

You can start the process faster in online counseling. Determining the
appropriate day and time in face-to-face counseling can be more challenging.
For example, | cannot see a client at 8 pm in face-to-face sessions because | do
not have such an environment. The office where | see clients in face-to-face
counseling closes at 6 pm, but | can do online counseling at 8 pm. That is why
it gives the time opportunity as well. This opportunity can be perfect, especially
for employees who want to receive help around 8-9 pm.

On the contrary, PC6 stated that it is not always helpful to have flexible scheduling.
Some clients procrastinate sessions to another time since they know there is more

chance of make-up in online counseling:
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There may be more procrastination in arranging online counseling sessions.
Because it is such a slippery floor, people think they exist wherever there is the
Internet.
In conclusion, psychological counselors think it is good to have a flexible schedule as
arranging sessions become more convenient for some. However, as PC6 suggested, it

is possible to end up with clients who procrastinate frequently.

4.2.4.7. Continuity of the Sessions

Four psychological counselors stated that they experienced fewer dropouts during
online counseling than in face-to-face practices. Two among them also suggested that
flexibility with the space allowed them to continue their sessions with the client during
holidays, traveling, or illness situations. As a psychological counselor who
experienced fewer dropouts and continuity of the sessions on different occasions, PC8
discussed client feedback and mentioned that online counseling was more effective
than face-to-face sessions because of fewer dropouts in online counseling. However,
she also admitted that there is a slight difference between online and face-to-face

counseling regarding the number of sessions.

| can talk about an 87 percent satisfaction level in face-to-face counseling. |
think my clients benefit greatly, according to the feedback | receive. | lowered
the rate a little more because | excluded the dropouts. When | look at online
counseling, for example, | can say 90-91 percent. Let me tell you why because
there are not many dropouts there. Of course, you have to look at things like
the ratio. It is not the same. Sample sizes are not the same, as | have seen more
clients in face-to-face sessions, but I can say 90-91 percent to 87 percent.

The continuity of the sessions is not only provided by the clients’ avoidance of
dropouts. Also, psychological counselors thought they were more comfortably
maintaining online counseling sessions. Extract from the PC1 acknowledges how
flexibility and spaceless of a psychological counselor could encourage sessions to be

more sustainable:

When | go out of the city for rest or for a different thing to do, we have an
ongoing counseling process with my clients. Going out of the city at such times
makes me think, “I wish this does not happen now because we were making
good progress with the client. This week could be a week for us to re-evaluate
and transform.”
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On the other hand, PC10 stated that clients tend to see online counseling as a trying

process:

You feel like you will begin to establish a relationship with the client, but s/he
may not come the next time, or the client sees this as something like a try.
Without establishing a relationship, the client comes to sessions only to ask
questions and then leaves.

To sum up, this theme clarified the continuity opportunities of online counseling with
fewer dropouts. Psychological counselors declared that their scheduling of a session
and clients’ maintenance gets easy. Professionals were delighted in terms of the

sustainability of the sessions.

4.2.5. Struggles that Discourage Psychological Counselors to Provide Online

Counseling

This theme illustrates the situations and experiences that bother psychological
counselors during online counseling. It involves five subthemes: Hesitancy to use
online counseling for severe and private topics, management of technical issues,
inability to observe nonverbals, technological barriers to emotionally deep sessions,

and lack of readiness and responsibility in online counseling.

4.2.5.1. Hesitancy to Use Online Counseling for Severe and Private Topics

Psychological counselors tend to choose online counseling for relatively more
manageable topics in an online environment. (e.g., adaptation, academic, career,
motivation, stress management). They also prefer online counseling for sexual
orientation issues as they assume it would be easier for the person to talk about
themselves. Additionally, psychological counselors thought that online counseling
would be more beneficial for people who experience difficulties in managing their
time for internet usage. They thought that they could practice with more exposure in
that space. All psychological counselors mentioned that they prefer face-to-face
counseling for severe or more complicated issues (e.g., trauma, loss, breakup, divorce,
depression). Psychological counselors’ format preferences between online and face-

to-face counseling in terms of the topics are represented below in Table 4.5.
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Table 4.5

Psychological Counselors' Format Preferences by Subject

M SD
Crisis/disaster/trauma 4.9 0.32
Phobias 4.6 0.70
Sexual abuse 4.5 0.85
Loss/grief 4.5 0.85
Break up/divorce problems 4.5 0.71
Depression 4.4 0.84
Family issues 4.2 0.80
Addiction 4.2 0.80
Body image 4.1 1.00
Romantic relationships 3.9 0.87
Bullying 3.8 1.03
Anger management 3.7 1.34
Anxiety 3.7 1.25
Health issues 3.6 1.07
Relationship issues with friends 35 1.08
Issues with sexuality 34 1.43
Cyber-bullying 34 1.43
Attention problems 3.3 1.42
Sexual orientation 3.3 0.95
Stress management 3.1 1.29
Career issues 3.0 1.41
Adaptation issues 3.0 1.05
Economic issues 2.9 1.38
Motivation 2.9 1.00
Work issues 2.8 1.32
Internet usage 2.7 1.57
Academic issues 2.7 1.06

Note. 1=I definitely prefer online counseling. 2=I probably prefer online
counseling. 3=I prefer either online or face-to-face counseling. 4=I
probably prefer face-to-face counseling. 5=I definitely prefer face-to-face
counseling.

Interestingly, the psychological counselors in this study have positive experiences with
practicing trauma, depression, and other types of severe issues. However, they
admitted that face-to-face counseling would improve satisfaction, effectiveness, and
management of the situations. For instance, an extract from PC9 illustrates that he
worked with the loss and grief during online counseling, but he still prefers face-to-

face counseling for it:

126



| was going to choose the 5 for loss at first. The reason | chose 3 is that | thought
that a client who came to me with another problem came up with a loss and
grief issue after a long time in the session. So, | thought it could be continued
online, and | went to 3 because | observed that this issue could be worked on
in online counseling. However, if there were a person who applied to me
directly with loss and grief, | would answer as 5.

PC7 also stated that she worked with depression during the pandemic but still prefers

to work it in face-to-face counseling:

If we talk about workability, depression can be worked in online counseling.
We worked many times during the pandemic [...] When I look at this profile
in general, | think I prefer the face surface for the items here, which are a little
more severe and more relevant to the client's private life.
Similar to the clients’ results, psychological counselors also choose more personal,
critical, and severe issues for face-to-face counseling as they have more opportunities
to intervene and manage different situations. They tend to choose online counseling

when the client’s problem is not a deep, serious issue.

4.2.5.2. Management of Technical Issues

This theme illustrates technical issues resulting in the effectiveness of the therapeutic
process. All psychological counselors mentioned the difficulties of technical
problems, as can be expected with the involvement of internet connection and the
technological quality of the instruments. Participants who used Zoom stated they did
not experience any difficulties with the program, whereas those who used Skype
encountered some issues. Psychological counselors do not think that they can control
these issues entirely. Even if the technical instruments are well-prepared, the chance
of these handicaps also depends on technological qualities. The main technical
problem that psychological counselors declared was internet connection instead of

program issues, although an extract from PC3 illustrates both:

If the internet connection is not very good, it does not matter what program you
use [...] However, for example, | can say that | have more problems with
Skype. I do not know if it is because of the internet connection or something
else. If the internet connection is good, the best apps are FaceTime and Zoom,
according to my observations. These two works very well.
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Some psychological counselors (PC1, PC2, PC7) also stated that the necessary
quality of clients is not always met the standards. Clients cannot afford the quality
instrument to receive online sessions. Because of this reason, they may receive

ineffective help. PC1 stated that technological requirements for both services:

The psychological counselor must have a good internet connection. You need
to have good technical equipment, and after a year, when you use your
computer for only one year for online consultancy, you start to have some
problems with a single computer. Because it has something to do with the
battery, this is my current problem. | guess that is why it comes to my mind.
So usually, I can make 2-3 calls a day with my computer, but now it shuts down
as soon as | unplug the battery. So, I must change the battery. When I think
about it, it is an added cost for me. Our clients also have a certain level of
internet and technical devices they can use, but not all of them may have them.

In conclusion, technical issues may not always be manageable, and having a certain

amount of technological quality also might be costly for individuals.

4.2.5.3. Inability to Observe Nonverbals

All psychological counselors revealed that they had at least one of the observational
difficulties during online counseling sessions. All participants mentioned obstacles
regarding the observation and understanding of body language. In contrast, some
psychological counselors specifically also suggested that maintaining eye contact is
tiring (4) and getting gestures and mimics during online counseling is challenging (4).
Extract from PC8 explains how body observation difficulties lead to a lack of

understanding holistically:

Above and below the waist, even our chest [...]. We cannot see the below of
the client’s torso. So, I ask myself, “is the client hitting his/her foot? Is s/he
putting his hands together? Is s/he plucking his hands? We are never able to
see these though | think they are important messages.

PC5 also implied that she has a challenging experience with maintaining eye contact:

| think the eye is moving a lot. Because, you know, the message is on the screen
all the time, even when | am talking to you, sometimes I look at the keyboards,
I am looking at you momentarily, then I am looking at myself from the screen.
Of course, people notice this issue. I think I get distracted when I listen [...].
Eye contact is a little more complicated in online counseling.
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Psychological counselors also emphasized that technical qualities hugely affect the
understanding of mimics and gestures of both parties, as mentioned in the extract from
PC9:

The fact that mimics might not be observable clearly due to the client’s internet
connection. | think it somewhat reduces the effectiveness of the counseling the
client received.

In conclusion, getting nonverbals for psychological counselors is complicated in
online counseling, with a lack of physicality. Psychological counselors thought that
observing body language was an obstacle for them. This issue led to the complex
implementation of skills and interventions that prevent psychological counselors from

showing their capabilities in online counseling.

4.2.5.4. Technological Barriers to Emotionally Deep Sessions

This theme illustrates that psychological counselors had difficulties understanding
clients’ emotions in online counseling compared to face-to-face practices. Seven
psychological counselors stated that emotional experience during online counseling
became difficult as there is a device like a computer between the psychological
counselor and the client. In that sense, participants’ experience was challenging to
understand clients’ feelings. Although psychological counselors mentioned that they
do not have difficulties reflecting on clients’ feelings in online counseling, they
declared that the technological environment and technical devices sometimes make
emotional situations harder for psychological counselors. For example, PC3 illustrated
that “the basic difference for him between online and face-to-face sessions was the
emotions.” Because of this reason, he thought that the conversations in online
counseling were more directive, like information giving rather than an insightful

experience:

When | think about it, it seems that behavioral approaches are a little better
online. We cannot perform much in online counseling when there are more
emotional experiences, especially in a situation like childhood trauma [...]. In
short, a fundamental difference between online and face-to-face counseling is
emotions.
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Similarly, PC2 also experienced that sometimes when he encountered technical issues,
he was unable to receive facial expressions of the clients to understand body signs of

emotions:

Sometimes the problems with this technology that | have experienced can
distract me. You know, just like in face-to-face counseling with the client, |
sometimes have difficulties focusing due to technical difficulties and problems.
| cannot see the facial features exactly and do not know what s/he is going
through or what s/he's feeling right now.

Unlike the other accounts, PC6 stated that she also struggled with understanding
clients’ feelings. However, she thinks that the online environment allows clients to see
their emotions when you reflect on their feelings because clients have a chance to see
both psychological counselors and them on the screen while making online

conversation:

Especially reflection of feelings. That is why, for example, |1 want the light to
be always on. | may say something like this: "You are very angry with your
mother, but you are laughing simultaneously." to show this difference. So, the
light must be on. S/he is already watching himself; s/he looks at himself, s/he
looks at me, but s/he also sees his/her reflection. That is why online counseling
is particularly good at reflecting feelings.

To conclude, psychological counselors had difficulty understanding emotions with the
barriers of technology and technical difficulties of necessary instruments for
conducting online counseling. Technology (e.g., internet, computer, program) was the
essential mediator between two parties to facilitate communication. However, PC6
managed the situation more positively, although she also stated that understanding
emotions in online counseling is not always straightforward compared to face-to-face
because of its limitation. Consequently, psychological counseling in the online space

is indirectly and highly affected by the qualities of these mediator instruments.

4.2.5.5. Lack of Readiness and Responsibility for Online Counseling

This theme illustrates the similar features of the clients’ lack of readiness in the clients’
result part. As an additional dimension, psychological counselors also have problems
with readiness, and they stated that clients tend to manipulate the responsibility

towards sessions. Again, in an uncontrolled environment, several psychological
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counselors said that clients lack responsibility towards managing instruments (e.g.,
light, camera angle, headphones, internet, computer usage rather than connecting with
mobile phones). Psychological counselors also mentioned that clients lacked
responsibility and readiness for appropriately arranging their environment (e.g., being
alone, ensuring privacy, putting away the distractors). As a result, the process’s
effectiveness was negatively influenced. Seven psychological counselors indicated
this component. For instance, PC2 disclosed that his observation during the online
counseling sessions showed him that his client’s responsibility and preparation for the

sessions are less compared to his face-to-face practices:

This thing (going from one place to another) can also be an advantage in face-
to-face counseling because it shows the client to take responsibility. It is like,
“I will prepare, go somewhere and do it with a sense of responsibility.”

As stated by PC3, it becomes harder to control responsible behavior in online sessions
as there are different spaces (Psychological counselors’, clients’, and online
environment) and factors of that spaces and technological instruments that mediate

conversation:

There is something different in face-to-face counseling. Because it is an
atmosphere you create, the client, family, or couple is involved in a new
physical environment. When the client arrives, there is a physical reality.
Therefore, there is a positive or negative but concrete reflection of your
intervention in certain things. These might be observing the family well or the
individual well, or your smallest act as a psychological counselor [...]
However, when we are in online counseling, there are too many factors in the
online environment that you cannot control. [...] The client has complete
control of certain things. For example, s/he can deal with something else in
front of you. S/he can get up, take something, and come again, or eat and drink
something.

Three of seven stated that psychological counselors’ readiness could also be achieved
more effectively in face-to-face sessions than online counseling. It becomes more
important to be prepared in online counseling sessions as some preliminary cognitive
and behavioral processes are missed in online counseling. PC7 stated that an instant
connection to sessions without showing initial preparations is a negative issue, and

some parts of the session warm-ups were missed:

131



When our clients come to the meetings, we welcome our clients at the door.
We say welcome and then ask them to sit down. Of course, there is no such
thing in the online counseling process. You start suddenly, you meet, and you
talk. So, this warm-up in face-to-face counseling can be happening a bit better.

More readiness for face-to-face sessions is not only an issue for the clients. PC4 also

stated preparation process makes him feel good:

| think that there is also a preliminary preparation process by leaving the house,
going to an office, and doing counseling there. It is different from saying, “my
time has come; let us sit in front of the computer.” Mentally preparing for that
environment also helps me feel better.

To summarize, this theme illustrated that readiness and preliminary preparation in
online counseling decrease for both clients and psychological counselors. It becomes
a challenging issue for psychological counselors to control the session responsibility
of the clients. The preparation process also makes some psychological counselors feel

better emotionally.

4.2.6. Psychological Counselors’ Aspirations and Suggestions for Improving
Online Counseling

This superordinate theme covers the thoughts of psychological counselors for
improving online counseling. It contains five subordinate themes: Format preferences
for interaction, suggestions for developing online platforms, training for ethics,
techniques, and process, standardized rules, regulations, and laws, and adapting online

counseling to counseling curriculum.

4.2.6.1. Format Preferences for Interaction

Eight psychological counselors suggested they prefer a face-to-face counseling format
as a first choice. Five participants chose the hybrid format as a second choice for
different reasons: Continuity, flexibility, advantages of face-to-face sessions, and
considering clients’ needs and conditions are positive arguments for the hybrid model
by psychological counselors. This result also supports that online counseling lacks
some opportunities in face-to-face counseling (e.g., building trust quickly, seeing
nonverbal behaviors, responsibility, physical interaction, and artificial
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communication). Psychological counselors reported that they preferred to be in face-

to-face interaction as much as possible in the current study. However, they did not

think that online counseling was a useless prospect. Indeed, two psychological

counselors stated that their current work and future conditions would fit more with

online counseling. This data is described in Table 4.6. below.

Table 4.6

Psychological Counselors’ Preferences on the Formats of Counseling

Order of Reasons for Preferring
Preferences Counseling Formats
1 2 3 1 2 3
PC1 f2f H OC Live Continuity Easiness
interaction
PC2 OC f2f H Convenience Less Inappropriate
convenient to conduct
PC3 f2f H OC Live interaction Having Virtuality
advantages
of f2f
PC4 f2f H OC Appropriate for  Answering Answering
everyone some clients’  some clients’
needs needs
PC5 f2f H OC Nonverbals/ Flexibility Distance
trust/
responsibility
PC6 f2f OC H Avoiding Comfort Having
procrastination/ disadvantages
nonverbals of both
PC7 f2f H OC Live Continuity Access
interaction
PC8 f2f OC H Live Comfort Inconsistency
interaction
PC9 f2f OC H Live Distractors Inconsistency
interaction
PC10 OC f2f H Flexibility Lack of Inconsistency

opportunities

Note. OC=0Online counseling. f2f=face-to-face counseling. H=hybrid format, which
includes online and face-to-face counseling.

Extract from PC1 illustrates how the live interaction, nonverbal behaviors, readiness,

and responsibility of clients are crucial for psychological counselors to put face-to-

face counseling into the first choice:
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When clients start to react emotionally, we want to offer clients a tissue or
giving water. In that room, even this small act you do is perhaps an ordinary
thing. However, when you do it in response to your client’s reaction, it is a very
human-centered and indirectly healthy behavior in relationships that show that
you are thinking about him/her. It is the behavior of the psychological
counselor. The most significant advantage of face-to-face counseling is
allowing us to observe body language entirely. Another reason is the
motivation of the client. Because to come to the room, to be able to interview
you, s/he will need to set aside a certain amount of time for this. This process
will require some preparation. S/he will need to plan and come up with a
process where s/he will mentally prepare himself for what s/he will share in the
room and how much s/he will share.

Some psychological counselors consider that a hybrid format is inconsistent for
psychological counseling sessions regarding communication. Extract from PC8 shows

this dilemma;:

The hybrid comes last for me in preferences. I mean, because | want
consistency, either face-to-face or online counseling. It is okay, but face-to-
face communication and online communication are very different from each
other.

In summary, psychological counselors’ choice towards future applications mainly
depended on having a live interaction as much as possible because they thought some
part of the traditional communication was missed in online counseling. Although they
thought online has very convenient features, few chose it as their first option for their
working conditions and flexibility. Lastly, some psychological counselors explained
that online and face-to-face counseling is not the same in building communication.
Because of this reason, they would prefer to start with one format and continue with
it. These results mainly show that psychological counselors need live interaction as

much as possible to get satisfaction from the counseling process.

4.2.6.2. Suggestions for Developing Online Platforms

Seven psychological counselors suggested that one online-specific platform rather
than different programs the professionals use would be beneficial for avoiding ethical
issues faced during online counseling. They suggested that confidentiality, security,
and boundary issues can be solved within this platform. For example, PC4 drew his

attention to the security:
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We use very general platforms for security issues. Maybe more certain
programs and applications which provide security should be developed by the
state. Should the identities of people entering here be known? For example,
this is a severe problem. I can introduce myself as a professional on the internet
even though | do not have qualifications. So, I think it would be very healthy
to create a score table and develop a security mechanism regarding who can
enter and who cannot get into that system by TUBITAK or mental health
institutions.

PC10 suggested that a third person (secreter) help to arrange the meeting, and it is
more structured to have a session with clients without concerns about the boundaries
of the relationship. That is why he thinks that a program developed for online
counseling that enables to overcome boundary violations could be very beneficial for
professionals:

It is better to have an app or a website. Because, as | said, a third person
(secretary) comes into play when you are in face-to-face counseling. The
person arranges the appointment and receives payment [...]. There may not be
such a process in online counseling. You know, this causes the relationship to
start differently. I thought if there was such an application or something, or as
| said, a website, and if we could make the appointment there, we could make
the payment from there [...]. It would be better.

Some psychological counselors also think that developing appropriate platforms could
be achieved through technological improvement and interdisciplinary approaches

rather than a specific application:

There might be technologies that | can observe in a 360-degree area of the
client to provide a much better service in a much more comfortable way.

To conclude, psychological counselors generally thought that a specific ethically
controlled platform or program could be beneficial in providing ethical online
counseling services. Also, they believe development is related to technological
improvement and collaboration with the other disciplines’ professionals (e.g.,
engineers). It appeared that their concerns about the misuse and misconduct by people

who are not mental health providers could be avoided with this improvement.
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4.2.6.3. Training for Ethics, Techniques, and Process

Six participants suggested that the education and training should be mandatory and
arranged by mental health institutions and associations because online counseling was
performed with no training during the pandemic. They stated that there is a need for
education on several topics in online counseling. The psychological counselors
suggested that some topics might be covered in training, such as ethical issues,
technology use, difficulties in online counseling, and how to adapt face-to-face skills
to online counseling. For instance, PC1 realized that psychological counselors are
incapable of in some circumstances with online-specific issues, and to avoid harm or

misconduct; there needs to be an education for it:

| realized that we learned many things about face-to-face but not online
counseling. The online part seems like there are many things we know about
technology in our lives, but it is not for the technology used in psychological
counseling. For instance, a course in online counseling about online processes
or ethics in online counseling..., Difficult situations in online counseling...,
We have always seen them in face-to-face counseling. However, we had no
training about the online counseling process and how to overcome the issues. |
think we are behind the times in that sense. We need advancement as a
profession.

PC4 also suggested that there is a need for education on the adaptation of face-to-face
techniques to the online sessions:

We are already working well on some things, such as reflection of feelings, the
reflection of content, respect, concreteness, empathy, and basic skills [...].
However, | think something should be done about adapting the techniques to
online counseling, especially how to adjust them. This problem has also
appeared in distance education. Distance education should not be an online
version of face-to-face education. So, online counseling is something different
from face-to-face counseling.

Some psychological counselors suggested that these educations also can include
supervision groups for psychological counselors to share their own unique

experiences:

It is about the difficulties and disadvantages that we have experienced. For
example, | wish there was a more profound education on this subject [...] |
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wish that this education could be like supervision where we could come
together and talk about online counseling experiences by being together.

In summary, psychological counselors believe that online and face-to-face
competencies differ in some practices about ethical conduct, adapting some skills,
technology usage, and experiences encountered in online sessions. As a result,
structured, deep training is necessary for psychological counselors who implement

online counseling sessions.

4.2.6.4. Standardized Rules, Regulations, and Laws

Psychological counselors suggested that standardized rules, regulations, and laws can
protect the psychological counselors and clients and specify the online counseling
area. PC7 illustrated that she needs a clear guideline for the unethical conduct of

clients:

How should the process be handled when ethical violations are caused by the
client, not by me? The legal information part is incomplete for me. There are
no sanctions on this kind of subject in Tiirkiye. This issue might be cleared.
There needs to be a more structured online counseling process.

PC3 was more focused on the law issues that will clear the borders of serving online

counseling:

| think it is essential that lawmakers need to be the people who know well
online counseling and its limitations. They should be the ones who can protect
both clients and psychological counselors. Also, there may be refereeing
institutions to apply for ethical problems. These solutions could be
fundamental.

In summary, psychological counselors disclosed that they need clear rules, regulations,
and laws regarding online counseling to support mental health professionals,
institutions, and associations. They also emphasized the critical role of governmental

acts for these procedures for online services and face-to-face counseling.

4.2.6.5. Adapting Online Counseling to Counseling Curriculum

Three psychological counselors suggested that online counseling needs to be

integrated into counseling education for the field’s development. They implied that it
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could be very beneficial for undergraduate or graduate courses to include this area in
university education so that these services can get to a more advanced level and be

learned by the students effectively. Extract from PC7 illustrates this need:

A lesson should be opened. In other words, the ethical issues of it, how to do
this business with the rules need to be taught much better. I think there should
be courses; they should be in the undergraduate. There may be elective courses
for undergraduates, but these must be at the graduate level. This topic is a
necessity nowadays.

Integrating online counseling into the counseling education curriculum seemed
important for some psychological counselors. Some of them also stated that the
technological integration of this field is behind the age, and it needs to be developed

with current technological changes.

4.3. Summary of the Results

The recurrent themes of the study show that clients and psychological counselors have
similar and divergent views, experiences, and suggestions for online counseling. As
themes emerged, the results showed that ethical considerations are crucial for
psychological counselors. However, they are also concerns for clients. Thus, clients
realized that privacy, confidentiality, and boundary issues are problematic in online
counseling. Results show that the unique feature of online counseling that differs from
face-to-face counseling is the environment. The virtual environment of online
counseling, things in that environment, and conditions are as key as the clients and
psychological counselors themselves. They play an essential role in holding efficient
sessions in online counseling. Although they can be managed to some extent, being in
a different environment lacks the control of individuals over some ethical issues. Thus,
the environment and existence of all other variables in that space can be considered
actively participating in the counseling process. (e.g., people, internet connection,

headphones, the room’s shape.)

Since there are multi-dimensional spaces (virtual space, psychological counselors’
office/home, clients’ environment), the possibility of involvement of the other things
is enormous. Therefore, these discourage participants and lead to ethical, professional,

or client-based concerns. It is also apparent that the flexibility and convenience of
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online counseling are helpful for participants, but the virtual presence, establishing the
therapeutic relationship, and its elements in online counseling is a different process

than what participants experienced in face-to-face counseling.

Psychological counselors and clients also knew the need to develop online counseling
services. This requirement was because they struggled with unprofessional and
unethical conduct, having hard times with environmental obstacles (e.g., ensuring
privacy and confidentiality), and inconsistency with using platforms. Results also
indicated that some psychological counselors have difficulties adapting techniques to
online counseling. For some, the sudden transition during the pandemic process and
conditions forced them to adjust their techniques and skills. They are mainly utilized
by some basic counseling skills and word-based techniques (e.g., metaphors, reflection
of feelings). Psychological counselors perform this practice because physical and
behavioral conditions are lacking, according to psychological counselors’ experiences.
However, few psychological counselors could manage to use behavioral and material-
needed implementations. For the future of helping services, most clients necessarily
choose to receive help in the hybrid format because it is the best fit for their living
conditions. However, psychological counselors choose face-to-face counseling
practice and its unique experiences more. Participants also discussed the need for
improvement in online counseling from different perspectives. To sum up, online
counseling is more “liquid” and “complex’ than “solid” and “clear” when we compare

it with traditional face-to-face counseling settings.
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CHAPTER 5

DISCUSSION AND CONCLUSION

This chapter discusses the study findings, the implications for future practices, and

suggestions for further research by utilizing relevant literature.

5.1. Discussion of the Findings

This study aimed to examine positive and negative experiences, the challenges faced
during the online counseling process, the feasibility of it, expectations, and ideas to
develop effective online counseling services. The researcher benefits from actor-

network theory to reach this aim.

The recurrent themes in the study were introduced in several ways. There were five
superordinate themes for the clients: ethical considerations that clients are concerned
about, experiences with the online therapeutic process, conveniences that encourage
clients to receive online counseling, struggles that discourage clients to receive online
counseling, clients’ aspirations, and suggestions for improving online counseling.
Moreover, there were five parallel superordinate themes and one different
superordinate theme for psychological counselors part of the study: Lack of control
over ethical issues, experiences with the online therapeutic process, pushing the limits
of creativity, and the conveniences that encourage psychological counselors to provide
online counseling, struggles that discourage psychological counselors to provide
online counseling, and psychological counselors’ aspirations and suggestions for
improving online counseling. Thus, pushing the limits of creativity as a theme was

distinctive compared to clients’ results.

The study's results will be discussed under seven main headings that compare the

themes in both participant groups. These will be: Actor-network theory and online
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Counseling, lack of control and concerns over the ethical issues, experiences with the
online therapeutic process, conveniences to encourage experiencing online counseling,
struggles to discourage experiencing online, aspirations and suggestions to improve

online counseling, and pushing the limits of creativity.

5.1.1. Actor-Network Theory and Online Counseling

As previously mentioned, online counseling generally lacks a specific theoretical
framework (Childress, 2000; Cipoletta & Mocellin, 2018; Piri, 2011; Richards &
Vigano, 2013). However, few studies used different theoretical frameworks like the
Unified Theory of Acceptance and Use of Technology originated from the Technology
Acceptance Model (Venkatesh et al., 2016)., which aims to examine individuals’
acceptance of technology use (see Békés et al., 2020; Lazuras & Dokou, 2016). The
Theory of Planned Behavior, which is a theory of psychology for explaining
individuals' beliefs, attitudes, and behavior (Ajzen, 1991), was utilized by the
researchers (see Erdem et al., 2018). Most past research on online counseling has
covered the topic without utilizing a theoretical framework. Indeed, only two studies
used Actor-Network Theory to explain online counseling services (e.g., Heinsch et al.,
2021; MacMullin et al., 2020).

The researcher framed online counseling as a network that includes several human and
non-human actors in this study. In online counseling, these actors may have more roles
in the network of online counseling. For example, the technical and technological
quality (e.g., the internet, the computer, the camera) could be examples of non-humans
in online counseling networks. Also, the home conditions (both for the client and the
psychological counselor) could be examples of human actors in the online counseling

environment.

The researcher embraced actor-network theory as a theoretical framework for
explaining some of the study results associated with the theory’s perspective. Our
results are compatible with the actor-network theory in several ways. Several recurrent
themes were related to the actor-network theory in the present study. These were: the
themes related to ethics, including environmental privacy, confidentiality, security,
and boundary issues; technological dimensions (effects of external factors in the

therapeutic process, management of technical issues, nonverbals). Also, some themes
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related to suggestions that point out the role and responsibility of the other people
outside the online counseling sessions were associated with the Actor-network theory.

Firstly, the results about ethical issues were found to be compatible with the Actor-
network theory. In terms of clients’ privacy problems originating from the
environment and ensuring confidentiality, the clients had difficulties with being alone
which led to the absence of private space during online counseling sessions. In face-
to-face individual counseling, the actors participating in the counseling are physically
in the counseling room, which may give psychological counselors and clients a more
controllable environment and conditions under closed doors. The responsibility of the
psychological counselor and the client could be more manageable by themselves in

face-to-face counseling than in online counseling.

In our study, human actors and pets are involved in the online counseling experiences
of the participants. Also, some clients had negative experiences finding a private space
without being heard by others. This result may indicate that the responsibility of
arranging an appropriate space by eliminating people and others around the home
environment gains importance in online counseling. Not providing this process could
affect experiencing efficient counseling sessions regarding clients’ intention to open
their issues. MacMullin et al. (2020) found similar results indicating the psychological
counselor's responsibility for managing human actors (e.g., families, roommates) that
influence the online counseling sessions and lead to problems. Our study shows that
this responsibility was valid for psychological counselors in the current study. In
addition, the clients also know they are responsible for arranging online sessions in
terms of privacy and confidentiality. Thus, current research shows that both parties
have dyadic responsibilities to conduct sessions in online counseling. In face-to-face
counseling, clients’ responsibility towards the sessions might not be that much

because, in online counseling, there are also environmental dimensions.

Moreover, from the actor-network theory perspective, our results were parallel and
contradictory regarding security and boundary issues in online counseling. For
instance, MacMullin et al. (2020) again highlighted the psychological counselor's
responsibility for ensuring security and the lack of security knowledge. It is possible
to mention about same results for the current study. The result also showed that

psychological counselors lack knowledge about security issues in online
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environments. It was like Latour’s (1996) “black box” because they did not grasp the
inside knowledge and operation of the programs they utilized (e.g., internet and
security process). For example, they think that programs like Zoom and Skype are not
trustable because they do not know whether the records are obtained or not. The clients
also indicated that they feel insecure in their minds in online counseling, which raises
their anxiety levels because the personal data is in the technological environment.
Thus, in terms of security, two separate groups had similar ideas. In addition, the
involvement of technological instruments and easy accessibility suggested the
increased responsibility of the psychological counselors and clients (MacMullin et al.,
2020). Our results show that when there is no mediator like a secretary to arrange the

counseling between clients and psychological counselors, this may violate boundaries.

Secondly, some technological dimensions played a key role during online counseling
sessions. Specifically, external factors affected the therapeutic process, particularly the
therapeutic presence experience of the participants in the current study. When our
results were considered from the actor-network theory perspective, the quality of the
relationships and the therapeutic presence in online counseling compared to face-to-
face counseling is not only related to the ability of practitioners or clients’ openness

and capabilities in forming relationships.

The mediators, which Latour (2007) defines as the things that can change, alter, distort
and translate the meaning or the aspects within the network, also stimulate the
effectiveness of the therapeutic process. So, the internet, camera, and computer quality
may need to perform well to capture the nonverbals and for people to demonstrate their
communication skills. These might be part of the therapeutic relationship and presence
processes. Thus, it might be speculated that both human and non-human agencies
contribute to forming effective therapeutic processes in online counseling. The trust in
online counseling may not be only related to the trusting relationship between the
client and the psychological counselor. Trust may have more dimensions in online
counseling, like psychotherapists’ trust in technology (MacMullin et al., 2020). Thus,
it might deduce that the trust relationship in online counseling is also related to the

trust that is felt toward information systems.
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Lastly, our results might be compatible with the actor-network theory regarding the
aspirations and suggestions of the participants. In the current research, the participants
gave suggestions that underline the role of the actors outside the sessions (e.g.,
associations, programs/software developers). This evidence-based result was unique
in terms of emphasizing the outside actors’ role in the online counseling process for
the future of online counseling. The online counseling network could be perceived as
an interdisciplinary phenomenon. Other actors like program developers and companies
that provide these services to society are involved in the network process of online
counseling. Various entities (e.g., governments and lawyers) might be responsible for
contributing to technologically well-trusted and established online counseling

practices.

In summary, recurrent themes show that online counseling does not consist of only
psychological counselors and clients. Others enter the counseling stage, especially
non-human agencies like the internet, computers, headphones, psychological
counselors’ rooms, clients’ rooms, and other people at home. These actors somehow

contribute to the process of the online counseling network.

5.1.2. Lack of Control and Concerns over the Ethical Issues

The second superordinate theme comprehends the clients’ and psychological
counselors’ concerns about ethical considerations in online counseling. In this study,
the results revealed that ethical issues were not controllable only by the psychological
counselors or the clients. However, both parties could apply immense effort. Clients’
privacy and confidentiality are not always easy to manage during the session held at
home if there are others (e.g., family, friends). While clients had concerns over
maintaining confidentiality and privacy, psychological counselors were unsure about
their abilities to manage these ethical concerns. Like the present study, this issue is
widely discussed in the literature; privacy and confidentiality are one of the main
concerns regarding online counseling (Richards & Vigano, 2010; Stoll et al., 2020).

Privacy and confidentiality concerns were generally discussed in keeping the data
securely and its relevance to technology in the literature (Borcsa et al., 2021; Cipoletta
& Mocellin, 2018; Ipsen et al., 2012; Knott et al., 2020). However, our results

contradictorily show that the main privacy concern is associated with the environment
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rather than technological insecurity, although participants also stated some security
concerns. Past research also admitted this specific issue, as clients are afraid of being
caught by others while conducting online sessions in the home environment and
technological security concerns (Young, 2005). Few studies also highlighted that
providing online counseling from a home environment could result in confidentiality
and privacy problems resulting from psychological counselors (Haberstroh et al.,
2008). However, none of the psychological counselors in the present study
experienced this issue. This issue might be because the psychological counselors were
well-organized and cautious when they provided online counseling sessions compared

to clients. So, they administered the professionality to their practices.

On the other hand, clients were hesitant to share their issues during the online sessions
as they felt insecure about the risks of being heard by others in their home environment.
As a result, they sometimes could not find a suitable place to receive help as they tried
parks and street facilities. This result may prompt that the effort on professionality of
the psychological counselors was not enough for conducting efficient online
counseling sessions. It might be deduced that the clients have more responsibility for
the session environment in online counseling in contrast to face-to-face counseling.
During the interviews, psychological counselors said they verbally introduced and
ensured a counseling session’s rules and ethical needs. However, because the
environment spatially is “different” space from each other, the conditions are not
always manageable because psychological counselors are in a place other than the

clients’ zone.

Our results also have similar features to research held during pandemic situations,
pointing out that security concerns could be somehow overlooked because of the need
to receive help (Dores et al., 2020). Comparing pre- and post-pandemic issues in online
counseling shows that the security concern became less prominent compared to pre-
pandemic years among people (Dores et al., 2020). This issue might be because the
circumstances shaped people’s conditions to receive online counseling even when

encountering many barriers and uncertainties.

145



A previous study also found that psychological counselors did not trust the programs
they utilized but continued using them (Maheu, 2000). This situation may reveal that
it is important to know behind knowledge and learn about technological devices and
programs and their operational process to increase technical competence in online
counseling and build trust. Also, one client (C8) stated that personal data storage law
is another problem as Zoom and other programs collect data, and their base is abroad.

So, legally this led to a complicated situation when the data was stolen.

For psychological counselors, assessment, screening procedures, and concerns about
possible crises are crucial in online counseling in the current study. Psychological
counselors introduced that they need to be more careful to choose with whom they can
work through computers and the internet. If they do not detect some risks in clients’
acts and thoughts, they think this issue will lead to critical consequences. Assessing
risks and being precautious are also reported in the current literature as professionals
were careful to avoid leading to severe consequences (Harrison & Wright, 2020; Khan
et al., 2022; Knaevelsrud & Maercker, 2006; Knott et al., 2020).

As PC3 stated in the current study, technological development also plays a vital role
in conducting well-designed online counseling sessions. The quality of the internet,
computers and other devices may need to be improved for well-organized sessions.
Recent technology enables us to see only a limited part of the individuals, and we may
not understand body signs of a possible risk. The current study reveals that this ethical
issue depends not only on the psychological counselors’ abilities to detect such signals.
How the technology enables people to catch these signs by using their skills also needs
to be administered.

Past research also mentioned that therapists had concerns and difficulties managing
boundaries when contact happened with technological communication tools (Békés et
al., 2021; Haberstroh et al., 2008; Negretti & Wieling, 2001). So, managing boundaries
in online counseling becomes something that needs to be more balanced for the sake
of both parties. Our study did not indicate boundary issues resulting basically from
psychological counselors but from possible client attempts. However, contradictorily

in the current study, clients were also hesitant to surpass boundaries and confused
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when they had direct contact phone numbers of therapists and could not always
manage the disclosed information and space by the psychological counselor compared
to past research on the topic (Negretti & Wieling, 2001).

Psychological counselors in this study have concerns about severe and critical issues
to intervene in online counseling. Thus, their online counseling sessions were
conducted via meticulous screening and assessment procedures. They carefully
studied particular topics and tried to avoid accepting severe issues. This result is
similar to the past literature that indicates that psychological counselors’ preferences
for online counseling depend on less severe topics (Chester & Glass, 2006; Connolly
et al., 2019; Farrer et al., 2022; Tanrikulu, 2009). Well-established screening
procedures are the core aspect of online counseling because all types of clients might
not be suitable for this modality (Knaevelsrud & Maercker, 2006).

A more recent study by Cipoletta & Mocellin (2018) also shows that practitioners are
reserved about helping individuals with crisis-related issues because they do not know
what procedures to follow. Similarly, in our study, one of the psychological counselors
experienced a crisis regarding a client requesting from psychological counselor to talk
with someone. If s/he does not speak with his/her friend, the client says s/he will
commit suicide. Therefore, the psychological counselor asked for help from his
supervisor to follow procedures. He also admitted that this procedure would be more
transparent and secure for him if this event occurred in face-to-face counseling. This
result also might be similar to Cipoletta and Mocellin’s (2018) research, as the current

study’s crisis procedures to follow online were unclear.

Mallen et al. (2011) suggested that practitioners cannot detect multiple symptoms in
their study. Our study shows that psychological counselors do not experience such an
incapability problem. However, if they get any clue from clients regarding risky
behaviors, they pretend not to choose these clients at the beginning of the sessions for
online counseling settings. It is also important to note that researchers in this study
chose participants from the psychological counselor educational background
population. The counseling profession does not necessarily deal with severe issues. In

our study, few psychological counselors were dealing with more complex issues. Thus,
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the reason that some of them do not experience a problem with identifying symptoms
might be related to the cases they received. So, this concludes that online counseling
practitioners in this study initially paid attention to assessment procedures so that they
do not encounter any problems for themselves and their clients. This careful approach
is also admitted in the literature as psychological counselors prefer to choose the topic
they will study with the clients after the face-to-face sessions (Tanrikulu, 2009).

5.1.3. Experiences with Online Therapeutic Process

This superordinate theme explains how the therapeutic process in online counseling is
compared to face-to-face counseling. This part asked participants about several topics,
including the therapeutic relationship dimensions such as a bond, closeness, intimacy,
and the therapeutic presence ability of the psychological counselors in the sessions. As
presence is a therapist’s ability to perform, it is also related to the psychological

counselor’s skills and techniques (Geller, 2013)

The current study has discovered that the therapeutic relationship dimensions, such as
a bond, closeness, and intimacy, and the therapeutic presence dimensions, such as
feeling safe, have been experienced more effectively among clients who have started
face-to-face sessions. When they settled in the counseling during face-to-face sessions,
switching to online sessions positively affected building trust among those participants
because they already have the advantage of being physically there with psychological

counselors and getting used to them.

These results indicate that trust gained in face-to-face sessions would be beneficial,
and a hybrid format could be more positive than online counseling. In literature, a
comparison between online, face-to-face, and the hybrid format shows that youth
clients have increased quality of life scores and a sense of satisfaction with the hybrid
format after the intervention received as they took advantage of both online and face-
to-face counseling in this format (Chan, 2020). The current study distinctively shows
that this result is valid for adult clients. The hybrid format could be preferable for
clients in terms of their choice of psychological helping settings because it provides

continuity.
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Psychological counselors also indicated a similar feature during the study; building
trust took more time in online sessions as a virtual environment creates barriers to
effective communication and trust relationships. Similarly, Nagarajan & Yuvaraj
(2021) also discovered that relationship building in online counseling requires more
time than in face-to-face settings. However, different from this study, the current study
shows that the clients also agreed on the difficulty of building trust in the online
environment. Thus, this result emphasizes that the trusting relationship in online
counseling is perceived as something that needs more effort from clients and
psychological counselors. A hybrid format, which starts with face-to-face sessions and
continues online, may contribute to establishing this trust relationship more qualifiedly

than online counseling.

In our study, psychological counselors expressed that they lack the presence
experience on some occasions, like lack of physical and behavioral dimensions and
effects of technological opportunities in online counseling. Clients also revealed that
they lacked physical presence with their psychological counselors. However, most
prominently, the therapeutic presence experience was affected by not the
psychological counselors’ inability to provide presence towards themselves and
external distractors in the environment like other party involvements. Therefore, they
claimed that the therapist’s presence abilities were prominent against these external

factors.

It is important to note that Geller (2013) emphasizes that therapists’ presence is
something that has a relationship with the therapeutic relationship. The client’s
perception of the presence is essential for positive outcomes in the sessions and the
therapeutic process (Geller, 2013). The literature also discovered how other external
factors play an essential role in the relationship. Trabucco et al. (2021) revealed that
when clients live with other people at home, the relationship between the
psychological counselor and the client is negatively affected because clients tend to be
withdrawn or distant in their relationship with their psychological counselors.
However, the current study reveals that clients and psychological counselors perceived

that therapeutic presence was somehow influenced by the external things in the online
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environment or the physical environment that is not controlled totally by both
therapists and clients.

Different from other clients, some clients suggested that “the helper is the key”
regardless of the distractors. However, some psychological counselors in our study
experienced difficulties with skills like listening and using silence. These participants
were misunderstood in the online environment or affected by technical quality issues.
Similar results occurred in the literature; therapists’ experienced attentional difficulties
while doing online counseling sessions and concentration problems because of the

possible distractors (Trabucco et al., 2021).

So, our result shows that the nature of online counseling, in which current technology
partially enables professionals to observe their clients’ physical and environmental
conditions, may shape clients’ and psychological counselors' relationship-building and
presence experiences. This outcome was uncommon in explaining the relationship
between external things and the therapeutic presence abilities of the psychological

counselors in online counseling.

Much related to boundaries of the relationship, one of our results shows that
psychological counselors more meticulously conduct initial structuring in online
counseling than in face-to-face sessions to avoid possible boundary violations and
exceeding session rules. This issue will affect the balance of the relationship because
of distance. Several studies paid attention to these issues. The easiness and
accessibility of communication resulted in exceeding the rules of the sessions in e-
mail and text counseling modalities (Vincent et al., 2017). Also, a commentary paper
by Lustgarten and Elhai (2018) discussed structuring rules of the online sessions
regarding preparing informed consent and technological use for a balanced
relationship. Nevertheless, the current study shows that this issue is valid for also

videoconferencing by administering evidence-based approaches.
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5.1.4. Conveniences that Encourage to Experience Online Counseling

Conveniences that are perceived and experienced by the participants were interestingly
both similar and diverse. This variety in results may show one of the aspects of online

counseling: some disadvantages can be advantages and vice versa.

Although almost all participants had a favorable view of time-saving, flexible
scheduling related to time was dissimilar in terms of client and psychological
counselor perspectives. Clients were happy because they could manage their time to
receive help at different times (Barutcu Yildirim et al., 2021; Young, 2005). In
contrast, psychological counselors reported this advantage less frequently in the

current study.

The flexibility of online counseling is an advantage for many studies in the literature
on reducing mental health professionals’ workloads (Dowling & Rickwood, 2014;
Sosialita, 2019). Although all psychological counselors focused on time-saving in
terms of transportation and easy access, the scheduling opportunity was less frequently
pointed out by psychological counselors compared to clients in the current study. This
result might be related to difficulties with the workload (e.g., nighttime sessions)
resulting from flexibility (Connolly et al., 2019; Schlenger et al., 2022). Unlike the
literature, our result shows that the perception of the clients on online sessions may
cause such problems (clients’ attempt to procrastinate sessions because of easy

scheduling).

Moreover, as previously mentioned, the National Board for Certified Counselors
(2016) formed their way of describing online counseling as “Distance Counseling.”
ACA (2014) chose the same term in its code of ethics. The reason might be that
“distance” prompts “exceeding spatial limitations” as a prominent advantage in online
counseling settings. Along these lines, the accessibility of online counseling is
considered one of the crucial conveniences in the current study. This advantage was
addressed in many other researchers’ studies (Barutgu Yildirim et al., 2021; Chester
& Glass, 2006; Fang et al., 2018; Lau et al., 2013; Richards, 2009).
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Additionally, clients and psychological counselors in the present study stated that
online counseling could be considered more affordable in terms of costs (Chester &
Glass, 2006; Centore & Milacci, 2008). However, clients who utilize low prices during
online counseling (n=3) are less than the psychological counselors who apply it to their
online counseling practices (n=6). This result might be debatable because more than
half of the participants perceive online counseling as an economically more reasonable
practice. However, almost half experienced lower prices in the current study though
the sizes are not differing dramatically. The literature administered by the researchers
(Chester & Glass, 2006; Centore & Milacci, 2008) indicates that online counseling is
mainly economic for clients, but our study discloses that it might be more affordable

for psychological counselors in terms of avoiding extra costs.

One of the other differentiated results between psychological counselors and clients
was safety and comfortableness in their own places. Psychological counselors in our
study reported that they consider online counseling conducted from home much safer
and more comfortable for their clients. Although most of the psychological counselors
in this study stated that clients had problems with safety regarding confidentiality and
privacy issues, they noted that a home environment is considered a safe and

comfortable place to talk, similar to the literature (Joyce, 2012).

Some clients also reported this opportunity in terms of weather conditions in winter
(Tirel etal., 2020), familiarity, and warm aspects of their rooms. This result may reveal
that when a client could manage to be alone at home, s/he can avoid possible
environmental confidentiality and privacy concerns. Then, they may talk openly about
their issues in their perceived safe place, which could result in an effective therapeutic
process. These results may also be related to the avoiding stigma issues that clients felt
in more comfort and safety while talking without being seen by others, especially for
the disadvantaged people in society (Joyce, 2012; Murphy & Mitchell, 1998; Nelson
et al., 2022 Sussman, 2004).

One of the current study’s contradictory results is “continuity” regarding challenging
periods and fewer dropouts. Several participants reported that some specific issues

(e.g., depression, loss) could be beneficial to practice within online counseling for
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specific times. The reason for this was issues like depression which involves symptoms
of loss of interest, and fatigue that led to avoiding clients from doing anything.
Therefore, some participants in our study declared that the chance of less effort in
online counseling could be supportive regarding issues related to symptoms of loss of
interest. This result might be the opposite of what has been known previously in the
literature that indicates that severe issues, including depression, could be preferable
for the best conduct through face-to-face counseling (Chester & Glass, 2006; Connolly
et al., 2019; Farrer et al., 2022; Tanrikulu, 2009). In parallel with the clients' hybrid
format choice, practitioners may initially utilize online counseling sessions for specific
issues like depression. By starting with online sessions, clients and psychological
counselors may overcome dropouts caused by the sessions in which clients struggled

to participate. Therefore, they could achieve a durable therapeutic process.

However, some psychological counselors stated that they still prefer to see their clients
in face-to-face counseling in a case like depression because they disclosed that this
process could be more beneficial and healthier for the clients to overcome their
comfort zones. So, clients in our study stated more about the opportunity of this issue.
In contrast, psychological counselors emphasize the opportunity of fewer dropouts
they observe in their online counseling sessions. Nevertheless, they did not give any
reasons for that consequence to explain it precisely. This result in fewer dropouts is
the opposite of what was found in the past. Clients do fewer dropouts in face-to-face
counseling than online counseling (Buyruk Geng et al., 2019; Zeren et al., 2020). So,
clients showed more continuity in face-to-face sessions compared to online sessions

in these studies, which differs from the present study.

5.1.5. Struggles that Discourage to Experience Online Counseling

One of the most noticeable results in the current study from both participant groups
was the preferences for online counseling for less severe and private issues relevant
to the existing literature (Chester & Glass, 2006; Connolly et al., 2019; Farrer et al.,
2022; Tanrikulu, 2009). Contradictorily from these studies, the difference between the
clients and the psychological counselors was that clients tend to choose severe issues
in face-to-face counseling for reasons that indicate problems with privacy and
confidentiality. This result differed from the existing research in school counseling
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settings; students prefer to talk about private topics online (e.g., sexuality) compared
to face-to-face counseling (Glasheen et al., 2016). The reason for this contradictory
result in the current study might be the issue of clients’ environmental privacy that
clients could be able to talk about their issues in general while others in the home

environment.

In comparison, psychological counselors declared that challenging cases worked well
in the current study; however, severe issues still were preferable for face-to-face
counseling by practitioners (Chester & Glass, 2006; Connolly et al., 2019; Farrer et
al., 2022; Tanrikulu, 2009). Interestingly, one out of ten clients only received online
counseling and mainly described her experience with online counseling as a helpful
process. The topic she applied for receiving online counseling was divorce and break-
up issues, which all participants in the current study generally rated as severe issues.
Thus, this result may indicate that psychological counselors might either have
prejudice towards some severe issues to apply in online counseling, be unsatisfied
about working with these issues in online counseling or feel insecure and incompetent

to conduct sessions on these topics.

Another parallel struggle that was discussed among participants was technical
difficulties. Many other researchers addressed this issue in terms of technical abilities
and issues conducting online counseling, and frustration with the connection
(Cipoletta & Mocellin, 2018; Haberstroh et al., 2008; Knott et al., 2020). The current
research has found more about this issue in detail: The technical difficulties in online
counseling cost unwanted emotional arousals among clients (e.g., annoyance,
nervousness, anger). This drawback also puts barriers to the insightful process from

the view of psychological counselors.

Psychological counselors suffered from understanding the emotional conditions of
clients while technical issues occurred, whereas clients experienced anxious times with
technical problems and felt interrupted. Thus, both parties were frustrated with what
happened at these moments. Though online counseling may help some individuals talk
about emotionally deep taboo topics (Callahan & Inkle, 2012), experiencing

interruptions while discussing these issues was annoying (Reese et al., 2015). The

154



current study particularly reveals that technical issues have specific emotional and
cognitive consequences for individuals joining online counseling. These are feeling
annoyed, angry, nervous, and cognitive difficulties in realizing these feelings when

individuals experience them.

Another major issue among participants, especially practitioners, was the inability to
observe nonverbals which is eye-catching attribution in the past literature as well
(Alleman, 2002; Callahan & Inckle, 2012; Mallen & Vogel, 2005; Zeren, 2017;
Tanrikulu., 2009; Trabucco et al., 2021). Observing difficulties with nonverbals was a
perceived barrier to understanding emotions, making empathy, and creating
communicational challenges in this study. Although traditionally, we may expect
psychological counselors to read the nonverbals, the present study also shows that few
clients pay attention to the nonverbal acts of psychological counselors during the
sessions. Thus, clients might also miss practitioners' intimate behaviors and

professional actions in online counseling.

The current study's other controversial but unique theme was the contrasting thoughts
of psychological counselors and clients regarding social justice. Psychological
counselors mainly think that they were able to distribute their help more equally to
society, although there are some barriers like technological requirements and needs
like governmental acts. Clients notably stated that online counseling contributes to
inequality among receivers because of technical demands. Though justice is one of the
ethical core values of psychological practice (ACA, 2014; APA, 2017), little literature
administered this point of view in the online counseling context. Some mentioned
accessibility, affordability (Knott et al., 2020), and avoiding stigmatization issues
(Joyce, 2012).

The current study shows that discretely online counseling may open a door and create
a chance for different types of clients (e.g., migrants, LGBT members, people with
disabilities, and sexually transmitted disorders). Also, it may facilitate psychological
counselors to increase the quantity of helping services. However, technological

accessibilities are the most significant obstacle in this run.

155



When using these services, it should be noted that it is essential to avoid misuse and
manipulative actions by using multiple institutions, including software developers,
governments, associations, and practitioners. Like the current study, many researchers
stated that charlatans could harm individuals and the profession (Kanani & Regehr,
2003; Rummell & Joyce, 2010; Stoll et al., 2020). As we do not know what is going
on in a session room behind closed doors in face-to-face counseling, we may now be
faced with an even more blurred and unknown service with the possibilities of the
online environment. We can summarize this situation in one statement: while there
were "clouds™ in the psychological counseling profession, now a "nebula” is forming
around the profession with online counseling. It may be necessary to take action in a

multidisciplinary way to make this air fresh and sunny.

Lastly, one of the current study's uncommon findings is that the participants' online
counseling experiences lacked the opportunity to feel readiness and responsibility.
According to participants in our study, this situation occurred because of easy
communication access and lack of formality. Videoconferencing could be perceived
as a conversation without boundaries of relationship (e.g., simple friendship talks) by
people. In their study, MacMullin et al. (2020) found similar features among mental
health providers. They stated that the helpers have much responsibility in online

counseling.

In contradiction to this result, the current research shows that clients, not psychological
counselors, mainly lack responsibility for online counseling sessions. Psychological
counselors acted as a professional and fulfilled the responsibility of the sessions. Also,
different from the responsibility issues, both groups stated that clients lacked readiness
about the issues they would discuss for the sessions in online counseling in contrast
with the experiences they had in face-to-face counseling. Therefore, getting ready for
the sessions and making a physical step may make the helping process more

meaningful and facilitate the whole process.

5.1.6. Aspirations and Suggestions to Improve Online Counseling

One of the current study’s comparative results indicates that psychological counselors

prefer to stand with opportunities for face-to-face interaction and clients. However, the
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difference is that clients do not find time and money to continue the helping process.
Because of this reason, they somehow consider online counseling as a compulsory
process to continue sessions. Therefore, the opportunity for flexibility primarily
discussed in the literature (Amos et al., 2020; Chester & Glass; 2006; Fang et al., 2018;

Heinsch et al., 2021) seemed to force clients somewhat to choose the hybrid format.

Both online and face-to-face help opportunities are apparent in the first order for these
participants in a busy life. They would prefer face-to-face sessions in which close,
warm, and a high sense of trust are more comfortably established, but the hybrid
format appeared more like a reality regarding living conditions. As a result, it can be
deduced that the future of counseling psychology practice may be more embodied with

the hybrid format since it could be a more continuous, flexible, and economic practice.

The current study also found that psychological counselors and clients need a single
transparent, standardized, trustable, and secure platform and procedures to conduct
online counseling for ethical and safe conduct, which researchers also state as a
suggestion (Cipoletta & Mocellin, 2018; Feijt et al., 2020). Psychological counselors
also declared that they need training mainly about ethical conduct, use of techniques,
general process, and broad updating of the counseling curriculum with online
counseling information. Similar results appeared in the literature that psychological
counselors demand training regarding using counseling (Amos et al., 2020; Menon &
Rubin, 2011). It was also suggested in the current study that traditional approaches are
limited in terms of applying them to online counseling (Nagarajan & Yuvaraj, 2021).

Different from these results, in the current study, the client also suggested that they
need to be more prepared in terms of technical instruments and enabling environment
for conducting efficient online sessions. It can be deduced that some clients are well-
aware of how their technological and home conditions reduce the efficiency of the

sessions. Thus, they knew the cruciality of arranging these circumstances.

5.1.7. Pushing the Limits of Creativity

Online counseling forcibly enabled psychological counselors to extend their views,

and some established new practices, techniques, and skills during online counseling.
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One of the things they did in online sessions was to increase the techniques and skills
they used in face-to-face counseling. In this sense, they are more utilized from verbal,
directive skills and techniques since they are physically unable to manage some
behavioral practices. Although the behavioral approaches were limited, this triggered
their verbal techniques, such as using metaphors and questions more frequently.
Similar results appeared in the literature; professionals utilized more self-disclosures
and immediacy skills to compensate for the disadvantages of nonverbals in online
counseling (Mallen et al., 2011). Although previous research stated that humor could
be a barrier, misunderstandings are more likely (Reese et al., 2015); our results show
that humor is utilized very well to break the cold environment around online
conversation. Besides that, psychological counselors increased their observation on
the screen in which they see clients’ facial expressions in the present study. This
practice was a dissimilar finding from the existing literature that shows how
psychological counselors used their creativity to increase the efficiency of their

practices in online counseling.

Moreover, some psychological counselors adapted their way of practice which
requires material needs such as the empty chair, genograms, play doughs, and
drawings. Also, this finding was uncommon in examining psychological counselors'

adaptation of traditional techniques to the online environment.

Finally, clients' disclosures might be controversial issues in traditional counseling
(Farber, 2003). However, our contradictory results show that psychological counselors
get more into clients’ daily lives and could observe their inner home experiences with
others or particular events. In the current study, some psychological counselors turned
these issues into an advantage rather than complaining about the situation. They would
refer to this as an opportunity to observe and understand clients’ lives. This rare result
was also found in the literature; Feijt et al. (2020) found that the additional information
in the clients’ environment sometimes facilitated the process of online counseling from
the practitioners’ point of view. This finding may indicate that clients’ disclosure could
be perceived as an opportunity in recent times by psychological counselors. The
current ethical codes, skills, and curriculum may be reorganized for prospective

psychological counselors who will practice online counseling.
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5.2. Implication for Practice

This study showed that online counseling is a dynamic helping setting. Its practice can
depend on several domains. These include the development of technology and the
responsibility of counselors and clients, associations, and lawmakers. Therefore,
although positive aspects encouraged clients and psychological counselors, these
aspects may interfere. Some can turn into negatives that discourage clients or

psychological counselors.

Firstly, although opportunities for accessibility, time, costs, comfort, and flexibility
are apparent (Centore & Millaci, 2008), technological demands affect the equal chance
of receiving help. However, online counseling can be supportive for some individuals
like migrants, LGBT individuals, and others in society that have barriers because of
geographical limitations, language, discrimination, and social stigmatization issues. In
the current study, the hybrid format was the first choice among clients. Continuity of
the practices could be achieved through this kind of format. Therefore, people from
different backgrounds may also continuously utilize online counseling well if
governments, lawmakers, and associations support technological access. There could
be accessing facilities, such as centers with computers and internet access, where the
practice of online counseling was safely conducted in a controlled environment. This
practice could be similar to what Cisco Company developed: the Medibus. The
Medibus is a bus with different facilities on it. It travels around Germany and brings
together people and online helpers. This bus has technological opportunities, including
wireless, computer, and secure instruments (Cisco, 2020). Therefore, this kind of idea
might be developed for carrying these services to technologically disadvantaged places

in the countries.

This study can also serve practitioners to know creative practices and adapt them by
understanding clients' inner world who received online counseling. Psychological
counselors may extend their professionals’ views by considering how to have a
therapeutic presence with physical obstacles in online counseling. Comparative results
between face-to-face and online counseling (Stoll et al., 2020) and client and

psychological counselor perspectives may help both parties understand each other’s
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circumstances in the online counseling process and raise their awareness to achieve

ethical and efficient conduct.

The current study also may prompt that the traditional counseling profession can be
very suitable for online counseling compared to psychiatric occasions. Traditionally,
the counseling profession does not treat people like ill people. Psychological
counselors deal with life issues and understand people with unity and empathy, and
there is a collaborative relationship between psychological counselors and clients. So,
treating disorders is not their prominent prospect. They do not prescribe any pills.
Therefore, psychological counselor education might be easily adapted and revised for
online counseling compared to the psychiatry profession. Practitioners and
associations can consider this opportunity in further developments for finding a

balance between technology and the counseling profession.

Apart from these, it was found in the literature that in the school counseling setting,
students tend to open up their issues (e.g., sexuality) during online counseling
(Glasheen et al., 2016). The current study might facilitate the practices of school
counselors. Accessing individuals easier than face-to-face and finding an appropriate
time may play a vital role here. Sometimes, the number of school counselors in
Tiirkiye might be insufficient compared to the number of students in the school setting.
In addition, the administrative work of the school counselor may also cause fewer
psychological counseling practices because of the workload. For this reason, the time
and scheduling opportunity of online counseling can enable school counselors to offer

students individual and group counseling practices more flexibly.

Moreover, university facilities that offer psychological support, including student
development and counseling centers, may improve how they help university students
by employing online counseling modalities. Emerging adulthood (18-25) might be a
stage where individuals generally experience anxiety with love and work issues
(Arnett, 2007). In those stages, students may also have difficulties with university
education (Arnett et al., 2014). Their issues with transition to new living conditions,
partners, work, and training can result in challenges that differ from late adulthood

(Arnett et al., 2014). As a result, it might be essential to distribute psychological
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counseling services at these ages to improve students’ living conditions and
adaptations to university lives. For example, university orientations might be
rearranged, or there could be psychological support for senior students for their issues
regarding transition to work life and separation from university education. Thus, in
line with the study results, the hybrid format could be a beneficial and continuous
helping process at these stages for university students.

Lastly, with electronic communication development in the past, the telephone has
primarily been used to provide psychological counseling to clients (Skinner & Zack,
2004). In the current study, screening and assessment procedures were the practices
that were applied cautiously, and participants were hesitant to prefer online counseling
for severe issues. However, telephone counseling has a long-standing history,
especially in the USA, for critical cases such as intervening in crises, suicide
prevention, elders, individuals with particular needs, drug issues, and community
problems (Lester, 1974). The use of such practices can be developed and expanded in

Tiirkiye.

5.3. Recommendations for Future Research

The current study has found that the hybrid format could be fruitful for practicing
psychological counseling. The participants were satisfied with the sessions that began
with face-to-face interaction and continued with online counseling. Clients reasonably
preferred to receive psychological counseling via the hybrid format. Although much
research separately investigates the effectiveness of face-to-face and online
counseling. The researchers could examine the effectiveness of the hybrid format by

using different methodologies.

It is known that qualitative research on online counseling is numerically more in the
Turkish literature than experimental or other quantitative studies (Bastemur &
Bastemur, 2015). For this reason, empirical studies can be included in both sample
groups (client and psychological counselor) by adopting evidence-based and
quantitative research for the future. However, qualitative studies should also not be

missed. When we consider the increased usage of interpretative phenomenological
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analysis in psychology (Smith et al., 2009), there could be more qualitative research
on the topic. That is, detailed and in-depth qualitative studies can be conducted with a
small number of participants rather than a relatively large participant group with

recurring themes.

Considering that in this study, data were collected from individuals who experienced
online counseling via video conferencing, positive and negative experiences different
from the current literature were obtained in individuals who experienced online
counseling. This consequence shows that different positive and negative results can
emerge when the experience of online counseling increases. Online counseling can be
more clearly understood if future studies are collected from individuals who have long-

time experience in online counseling, not just those who have views about it.

Moreover, studies on specific groups of people or services might be conducted
regarding online counseling. Responsibility of university centers, school settings, and
students’ perspectives as clients and school counselors’ practices can be administered
by researchers in the future. The efficiency of the hybrid format could be worked
among these participant groups. The researchers could study the use of other types of
online counseling, like telephone counseling, for severe issues. In the current study,
these topics were not preferable in online counseling. However, future studies may
manage to investigate interventions like crisis issues in terms of instant or continuous

psychological help.
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B. INFORM CONSENT FORM

Bu ¢alisma, ODTU Psikolojik Danismanlik ve Rehberlik boliimii yiiksek lisans
ogrencisi Metin Pulat tarafindan Dr. Ogr. Uyesi Funda Barutcu Yildirim
danmismanliginda yiiriitiilmektedir. Bu form sizi arastirma kosullar1 ve detaylar
hakkinda bilgilendirmek i¢in hazirlanmistir.

Calismamin Amaci Nedir?

Bu caligmanin amaci, goriintiilii konusma araglart kullanarak g¢evrimigi psikolojik
danigma hizmeti veren psikolojik danismanlarin ve bu hizmeti alan danisanlarin
cevrimici psikolojik danigsma ile ilgili gorislerinizi, deneyimlerini incelemek
¢evrimici psikolojik danigsmanin etkinliginin artirilmasi i¢in 6nerilerini almaktir.

Bize Nasil Yardimci Olabilirsiniz?

Calismaya katilmay1 kabul etmeniz durumunda sizin programiniza uyan bir zaman
dilimi i¢in zoom programi lizerinden goriintiilii bir gériisme daveti gonderilecektir.
Gorlismenin yaklasik olarak 40 dk. siirecegi ongoriilmektedir. Bu goriismede size
cevrimici psikolojik danigsma ile ilgili goriis, deneyim ve Onerileriniz ile ilgili sorular
sorulacaktir. Sizden beklenen sorulara detayli bir sekilde ictenlikle yanit vermenizdir.
Katiliminizla ilgili bilmeniz gerekenler:

Calismaya katiliminiz tamamen goniilliilik esasina dayalidir. Goriisme siiresince
verilerin analiz edilebilmesi i¢in goriigmenin ses kayd: tutulacaktir. Verdiginiz bilgiler
tamamen gizli tutulup, sadece ¢aligmay1 siirdliren arastirmacilar tarafindan
goriilecektir. Hicbir sekilde verdiginiz bilgiler sizin kisisel verilerinizle
eslestirilmeyecektir. Alinan ses kayitlar1 Katilimer 1, Katilimer 2 seklindeki kod adlart
ile kaydedilecektir. Katilimcilardan elde edilecek bilgiler bilimsel yayinlarda
kullanilacaktir. Katilim sirasinda sorulardan ya da herhangi baska bir nedenden otiirti
kendinizi rahatsiz hissederseniz cevaplamay: birakabilirsiniz. Bdyle bir durumda
calismay1 uygulayan kisiye, calismay1 birakmak istediginizi sOylemeniz yeterli
olacaktir.

Arastirmayla ilgili daha fazla bilgi almak isterseniz:

Calismayla ilgili soru ve gorislerinizi metin.pulat@metu.edu.tr  adresine

iletebilirsiniz. Calismamiza katkiniz i¢in simdiden tesekkiir ederiz.
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Yukaridaki bilgileri okudum; ¢aligmaya katilimin goniilliiliik esasina dayandigi, tim
kisisel bilgilerimin gizli tutulacagi, verdigim cevaplarin bilimsel yayinlarda

kullanilacag1 konusunda bilgilendirildim.

Ad Soyad Tarih Imza
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C. ANNOUNCEMENT TEXT

Degerli katilimci,

Sizi, ODTU Psikolojik Danigma ve Rehberlik progran yiiksek lisans dgrencisi Metin
Pulat tarafindan, Dr. Ogr. Uyesi Funda Barutcu Yildirim danismanliginda yiiriitiilen
“Psikolojik Danismanlarin ve Danisanlarin Cevrim I¢i Psikolojik Danismanliga Iliskin
Gériisleri, Deneyimleri ve Onerileri” isimli tez calismasina katki vermeye davet
ediyoruz. Bu tez ¢alismasinda, psikolojik danismanlarin ve danisanlarin siirecle ilgili
gorilislerinin, deneyimlerinin ve g¢evrim i¢i psikolojik danigsma hizmetlerinin
gelistirilmesine iliskin Onerilerinin arastirilmasi amacglanmaktadir. Calismaya dahil
edilecek katilimcilarin video konferans araglarini kullanarak en az 8 g¢evrim ici

psikolojik danisma hizmeti vermis veya almig olmasi gerekmektedir.

Bu amaca ulagsmak icin arastirmacilar tarafindan danisman ve danisanlara 6zel iki ayri
yar1 yapilandirilmig goriisme formu hazirlanmistir. Bu goriisme, Zoom vb. gibi video
konferans programlar1 aracilifiyla gerceklestirilecek olup, arastirma desifresinin
yapilabilmesi icin ses kaydi alinmasi gerekmektedir. Tutulan kaydin desifre islemi
yapilirken kisisel bilgileriniz ve isminiz kesinlikle sakli tutulacaktir. Bu goriismede
sizden istenen, size yoOneltilen sorulari deneyim ve goriisleriniz dogrultusunda
cevaplamanizdir. Goriismenin 55-60 dk siirecegi ongoriilmektedir. Calismaya katki
vermeyi kabul etmeniz durumunda, uygun zaman araliklarini belirtmenizi rica
ediyoruz. Sonrasinda size uygun giin ve saat i¢in ayarlanmig goriisme linki tarafiniza

iletilecektir.
Calismaya yapacaginiz katki i¢in simdiden tesekkiir ederiz.
Not: Arastirma hakkinda daha fazla bilgi edinmek i¢in Metin Pulat (e-posta:

metin.pulat@metu.edu.tr / tel: +905376453893) veya Dr. Ogretim Uyesi Funda

Barutgu Yildirim (e-posta: barutcu@metu.edu.tr) ile iletisime gegebilirsiniz.
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D. ONLINE INDIVIDUAL PSYCHOLOGICAL COUNSELING

INTERVIEW FORM FOR CLIENTS

CEVRIM iCI BIREYLE PSIKOLOJIiK DANISMA: DANISAN FORMU

BOLUM 1: KiSIiSEL BILGILER

1.

2
3.
4.
5

Cinsiyet:

Dogum Yili:

En son tamamladiginiz egitim seviyesi:

Ogrenci iseniz egitim seviyesi/bdliimiiniiz/sinifiniz:
Mezun iseniz mesleginiz/isiniz:

BOLUM 2: CEVRIM iCi PSIKOLOJIiK DANISMANLIGA iLiSKIiN
GORUSLER, DENEYIMLER VE ONERILER

6.

7.
8.

10.

11.

a. Ne kadar siiredir yiiz yiize psikolojik danigma hizmeti aliyorsunuz?
b. Ne kadar siiredir ¢evrim igi psikolojik danisma hizmeti aliyorsunuz?

Cevrim i¢i psikolojik danigma oturumlarinda hangi programi kullantyorsunuz?
Bundan sonraki danigsma siireciniz i¢in: _ Yiiz yiize, Cevrim i¢i __ Hibrit
(karma) formatlarini kendi kullanim tercihinize gore siralayip, siralamanizin
nedenlerini belirtir misiniz

a. Simdiye kadar yaklagik olarak kag¢ tane yliz yilize bireysel psikolojik
danisma  oturumu yaptiniz?

b. Simdiye kadar yaklasik olarak kag¢ tane cevrim igi bireysel psikolojik
danigsma oturumu yaptiniz?

a. Yiiz yiize psikolojik danigma hizmeti almak istediginiz uzmana nasil ve
nereden ulastiniz?
b. Cevrim i¢i psikolojik danigma hizmeti almak istediginiz uzmana nasil ve

nereden ulastiniz?

a. Yiz yiize psikolojik danigsma hizmeti alirken psikolojik danismanin
uzmanligini kontrol etmek i¢in neler yaptiniz?

b. Cevrim i¢i psikolojik danisma hizmeti alirken psikolojik danigmanin

uzmanligini kontrol etmek i¢in neler yaptiniz?

12.

a. Yiz yiize psikolojik danigma hizmeti aldiginiz uzmanin alani nedir?
(Psikiyatrist, psikolog, psikolojik danigman vb.)
b. Cevrim i¢i psikolojik danisma hizmeti aldiginiz uzmanmn alani nedir?

(psikiyatrist, psikolog, psikolojik danisman vb.)

13.

a. Almis oldugunuz yiiz yiize psikolojik danigma hizmetinin genel olarak
iceriginden bahseder misiniz?
b. Almis oldugunuz yiiz yiize psikolojik danigma hizmetinin genel olarak

iceriginden bahseder misiniz?

14.

a. Yiiz yilize aldigimiz psikolojik damisma hizmetinin etkililigi hakkindaki

diisiincelerinizi paylasir misiniz?
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b. Cevrim i¢i aldiginiz psikolojik danisma hizmetinin etkililigi hakkindaki
diistincelerinizi paylasir misiniz?
15. a. Yiiz yiize psikolojik danigma siirecinde psikolojik danismaninizla kurmus
oldugunuz iligki nasildi?
b. Cevrim igi psikolojik danigma siirecinde psikolojik danismaninizla kurmus
oldugunuz iligki nasildi?
16. Yiiz yiize psikolojik danisma ile ¢evrim i¢i psikolojik danigma arasinda ne gibi
farkliliklar oldugunu diisiiniiyorsunuz?
17. Asagida verilen konulara iligkin hizmet alacak olsaydiniz, hangi se¢enegi
sececeginizi liitfen belirtiniz.

1 = Kesinlikle ¢evrim i¢i psikolojik danigmanlig: tercih ederim.

2 = Bilytik olasilikla ¢evrim i¢i psikolojik danigmanligi tercih ederim.

3 = Cevrim ig¢i psikolojik danismanligi da yiiz yiize psikolojik danigmanligi
da tercih edebilirim.

4 = Biiylik olasilikla yiiz yiize psikolojik danigmanligi tercih ederim.

5 = Kesinlikle yiiz ylize psikolojik danismanligi tercih ederim.

Uyum konulari/problemleri (Okul, is, yeni bir
sosyal ¢evre, yeni bir yasam diizeni)
Akademik konular/problemler

Kariyer ile ilgili konular/planlamalar
Arkadaslik iliskilerine dair konular/problemler
Aile ile ilgili problemler

Romantik iligki (flort/evlilik) sorunlari
Ayrilik/bosanma sorunlari

Kayip/yas

Kriz/afet/travma

Saglik konulari/problemleri

Cinsellik ile ilgili konular/problemler
Cinsel istismar

Cinsel yonelim

Sorunlu internet kullanimi

Bagimlilik ile ilgili konular/problemler
Beden algisi

Motivasyon

Odaklanma

Stres yonetimi

Ofke yonetimi

Kaygi ile ilgili sorunlar (Sosyal kaygi, sinav
kaygisi, genel kaygi vb.)

Zorbalik

Siber zorbalik

Is ile ilgili problemler

Depresyon

Ekonomik konular/problemler

Fobiler

COLLLOOI O COOLRLLLLLLORLLLLLLLLL| O |»
COLLOLOO|I O COOLLLLLLOLLLLLLILLL O |~
COLOOOI O COOLLLLLLLLLLLLLLILL| O |«
COLOOLCOI O COLOLLLLLLOLOLLLLLLLLL| O |~
COLOOLCO O COOPLPLLLLLOORLLLCLLLPLILIL| O |«
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20. Bizim size vermis oldugumuz bu liste disinda sizin, yiiz ylize ya da ¢evrim igi
psikolojik danigsma hizmeti almak i¢in daha uygun olabilecegini diisiindiigiiniiz
konular var m1? Varsa nelerdir?
21. Cevrim i¢i psikolojik danigsma hizmetinin
a. Danisan agisindan avantajlari nelerdir?
b. Danisman ag¢isindan avantajlar1 nelerdir?
[Gergek ismini saklamak), Giderek daha erigilebilir hale gelmesi, Daha
ucuz olmasi, Daha kolay olmasi, Gorlisme saatlerinin esnek olabilmesi,
Kimsenin beni danigmanin ofisinde goremeyecek olmasi, Fiziksel
mesafe olarak ¢ok uzaktaki uzmanlarla goriisebilme imkani, Enerji ve
zaman tasarrufu saglamasi, Goriisme sirasinda daha rahat hissetmek,
ana dilde yardim alabilme, danigsma stirecine devam edilmesi, engelli
bir birey icin avantaj saglayabilmesi, ulagilamayacak bireylere temas
edebilme imkani, daha cok danisana erisebilme imkani, danisanin
duyguyu yasadiktan daha kisa siire sonra iletisime gecebilme imkani
vb.]
22. Cevrim igi psikolojik danigma hizmetinin
a. Danisan agisindan dezavantajlari nelerdir?
b. Danisman agisindan dezavantajlari nelerdir?
[Yiiz yiize iletisimin olmamasi, Gorligme kaydinin online ortamda
kaydedilmesine ve saklanmasina iliskin riskler, Teknolojik
problemlerin siireci etkilemesi (zay1f internet baglantisi vb.), Gizlilik
(Gorilisme yaparken birinin yanima gelmesi, Giiven saglayamama,
evde baska birilerinin bulunmasindan dolay1 daniganin kendini
acmada yasayabilecegi zorluk),cevrim i¢i ortamda ¢ok uzun siire
kalmanin getirdigi yorgunluk, yasanilan evdeki diger iiyelerin
psikolojik destegi desteklememesi, odaklanma problemleri ]

23. a. Cevrim igi psikolojik danigmada, teknoloji kullanim1 konusunda kendinizi ne
kadar yeterli gériiyorsunuz?

b. Cevrim i¢i psikolojik danismada kullandigimiz programla ilgili yasadiginiz
sikintilardan bahseder misiniz?

24. Cevrim i¢i psikolojik danigsmada uyulmasi gereken kurallar ile ilgili bildiklerinizi
paylasir misiniz?

25. Cevrim i¢i psikolojik danismada, yasal ve etik konular ile ilgili ne tiir zorluklar
yasanabilir? Varsa bu konudaki deneyiminizi aktarabilir misiniz? (¢cevrim igi
giivenligi saglayabilme, gizliligi koruyabilme, acil durumlar, sinirlar1 koruyabilme
vb.)

26. Cevrim i¢i psikolojik danisma hizmetinin gelistirilmesi i¢in neler dnerirsiniz?
a. Formata iligkin 6neriler

Programa iligkin oneriler

Icerige iliskin 6neriler

Kurallara iliskin oneriler

Ucretlendirmeye iliskin dneriler
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Duyurulmasina/yayginlastiriimasina iliskin 6neriler
Giivenlige/gizlilige iliskin oneriler

Cevrim i¢i psikolojik danigma egitimine iliskin Oneriler
Danigsmanlara Oneriler

Danisanlara Oneriler

-

27. Cevrim i¢i psikolojik danigmanligin farkli formatlar1 bulunmaktadir. Siz
asagidaki secenekleri kendi tercihinize en uygun olandan uygun olmayana dogru
siralayarak, siralama tercihinizin nedenlerini belirtir misiniz?

__Goriintiili arama
__Sesli arama,

__Canli sohbet (Live chat)
__Telefondan yazili mesaj
__E-posta

__Ses kaydi mesaj1

28. Bizim size sormadigimiz sizin eklemek istediginiz bir sey var m1?
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E. ONLINE INDIVIDUAL PSYCHOLOGICAL COUNSELING

INTERVIEW FORM FOR PSYCHOLOGICAL COUNSELORS

CEVRIM iCI BIREYLE PSIKOLOJiK DANISMA: DANISMAN FORMU

BOLUM 1: KiSIiSEL BILGILER

1.
2.
3.
4.
S.

Cinsiyet:

Dogum yili:

En son tamamladiginiz egitim seviyesi:
Ogrenime devam ettiginiz okulun adi:
Meslekteki ¢aligma siireniz:

BOLUM 2: CEVRIM iCi PSIKOLOJIiK DANISMANLIGA iLiSKIiN
GORUSLER, DENEYIMLER VE ONERILER

6.

10.

11.

12.

13.

14.

a. Ne kadar siiredir yiiz yiize psikolojik danigma hizmeti veriyorsunuz?

b. Ne kadar siiredir ¢evrim igi psikolojik danisma hizmeti veriyorsunuz?
Cevrim i¢i psikolojik danigma oturumlarinda hangi programi kullantyorsunuz?
Bundan sonraki danigma siireciniz i¢in: __ Yiiz yiize, Cevrim i¢i __ Hibrit
(karma) formatlarini kendi kullanim tercihinize gore siralayip, siralamanizin
nedenlerini belirtir misiniz?

Daha 6nce ¢evrim i¢i psikolojik danigma ile ilgili bir ders ya da egitim

aldiniz m1? Aldiysaniz i¢eriginden bahseder misiniz?

a. Simdiye kadar yaklasik olarak kag tane yiiz yiize bireysel psikolojik danisma

oturumu yaptiniz?

b. Simdiye kadar yaklasik olarak ka¢ tane ¢evrim igi bireysel psikolojik
danigsma oturumu yaptiniz?

a. Danisanlarinizla yiiz yilize yaptiginiz goriismelerde genel olarak
benimsediginiz terapodtik yaklasimdan bahseder misiniz?

b. Daniganlarinizla ¢evrim i¢i yaptigimiz goérismelerde genel olarak
benimsediginiz terapodtik yaklasimdan bahseder misiniz?

a. Danisanlarinizla yiiz yiize yaptiginiz goriismelerde siklikla hangi teknikleri
kullantyorsunuz?

b. Aym teknikleri gevrim i¢i danisma siirecinde kullanirken olumlu veya
olumsuz ne gibi farkliliklar oldugunu diisiiniiyorsunuz?

Yiiz ylize verdiginiz psikolojik danigma hizmetinin etkililigini hakkindaki
diisiincelerinizi paylasir misiniz?

a. Simdiye kadar yiiz ylize hizmet verdiginiz tim danisanlarinizi
diisiindiigiiniizde, ylizde kaci i¢in bu siirecin etkili oldugunu
sOyleyebilirsiniz?

Cevrim i¢i verdiginiz psikolojik danigma hizmetinin etkililigini hakkindaki
diisiincelerinizi paylasir misimiz?
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15.

16.

a. Simdiye kadar c¢evrim i¢i hizmet verdiginiz tiim danisanlarinizi
disiindiigiiniizde, ylizde kaci i¢in bu siirecin etkili oldugunu
sOyleyebilirsiniz?

a. Ylz yiize psikolojik damigsma siireclerinde danisanlarmizla kurmus
oldugunuz terapotik is birligi nasildi1?

b. Cevrim i¢i psikolojik danmigsma siireglerinde danisanlarimizla kurmus
oldugunuz terapotik is birligi nasildi1?

a. Terapotik mevcudiyet (Therapeutic presence) danismanin danisaniyla
birlikte farkli sevilerde fiziksel, duygusal, biligsel olarak tamamen anda
olmasini demektir. Danismanin terapdtik mevcudiyeti, danigana dinlenildigini,
anlagildigin1 ve giivenli bir ortamda oldugunu hissettirir. Siz, yliz yiize
psikolojik danisma oturumlarinda terapdtik mevcudiyet deneyiminize iliskin
neler sdylemek istersiniz?

b. Cevrim i¢i psikolojik danisma oturumlarinda terapotik mevcudiyet

deneyiminize iligkin neler sdylemek istersiniz?

17.

18.

Yiiz ylize psikolojik danigsma ile ¢evrim i¢i psikolojik danigma arasinda ne
gibi farkliliklar oldugunu diisiiniiyorsunuz?

Asagida verilen konulara iliskin hizmet verecek olsaydiniz, hangi se¢enegi
sececeginizi liitfen belirtiniz.

1 = Kesinlikle ¢evrim i¢i psikolojik danigmanlig: tercih ederim.

2 = Bilytik olasilikla ¢evrim i¢i psikolojik danigmanligi tercih ederim.

3 = Cevrim i¢i psikolojik danismanlig1 da yiiz ytize psikolojik danigsmanhigi
da tercih edebilirim.

4 = Biiylik olasilikla yiiz ytize psikolojik danigmanligi tercih ederim.

5 = Kesinlikle yiiz yiize psikolojik danigmanligi tercih ederim.

1123415
Uyum konulari/problemleri (Okul, 1s, yeni bir
sosyal cevre, yeni bir yasam diizeni vb) OO0 |0
Akademik konular/problemler Ol0OI0O|I010
Kariyer konular/planlamalar OlOIO0O|I00
Arkadaslik iligkilerine dair konular/problemler OO0 0|10
Aile ile ilgili konular/problemler OlOIO0O|I00
Romantik iligki (flort/evlilik) konulari/problemleri | & | OO | O | O | O
Ayrilik/bosanma sorunlari Ol 010
Kayip/yas OlO0|l0|0 |0
Kriz/afet/travma OlOoOIO0O|I0l0
Saglik konulari/problemleri OO0l 0 10O
Cinsellik ile ilgili konular/problemler OO0 |I010
Cinsel istismar OlOIO|IO|0
Cinsel yonelim OlO|l0|010
Sorunlu internet kullanimi1 OlOIOIO|0
Bagimlilik ile ilgili konular/problemler OO0 10 10O
Beden algist OlOIO0|I010
Motivasyon OlOIO0O|I00
Odaklanma OlOIO0O|I00
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Stres YOnetimi OO0 0O10
Ofke Yonetimi OlOl0Ol0OlO
Kaygi ile ilgili sorunlar (Sosyal kaygi, sinav

kaygisi, genel kaygi vb.) 10000
Zorbalik OO0 0O10
Siber Zorbalik OO0 10 1O
s ile ilgili konular/problemler OOl O|I0O0O O
Depresyon OO0 I010
Ekonomik konular/problemler OO0 0|0
Fobiler OO0 |0

19. Bizim size vermis oldugumuz bu liste disinda sizin, yliz yilize ya da ¢evrim igi
psikolojik danisma hizmeti vermek i¢in daha uygun olabilecegini
diisiindiigiiniiz konular var m1? Varsa nelerdir?

20. Cevrim i¢i psikolojik danigma hizmetinin

a. Danisan acisindan avantajlar1 nelerdir?

b. Danisman ag¢isindan avantajlari nelerdir?
[Gergek ismini saklamak), Giderek daha erisilebilir hale gelmesi, Daha
ucuz olmasi, Daha kolay olmasi, Gorlisme saatlerinin esnek olabilmesi,
Kimsenin beni danismanin ofisinde goéremeyecek olmasi, Fiziksel
mesafe olarak ¢ok uzaktaki uzmanlarla goriisebilme imkani, Enerji ve
zaman tasarrufu saglamasi, Gorlisme sirasinda daha rahat hissetmek,
ana dilde yardim alabilme, danisma siirecine devam edilmesi, engelli
bir birey i¢in avantaj saglayabilmesi, ulasilamayacak bireylere temas
edebilme imkani, daha ¢ok danmisana erisebilme imkani, danisanin
duyguyu yasadiktan daha kisa siire sonra iletisime gegebilme imkani
vb.]

21. Cevrim i¢i psikolojik danigma hizmetinin

a. Danisan acisindan dezavantajlar1 nelerdir?

b. Danigsman agisindan dezavantajlar1 nelerdir?
[Yiiz yiize iletisimin olmamasi, Goriisme kaydinin online ortamda
kaydedilmesine ve saklanmasina iliskin riskler, Teknolojik
problemlerin siireci etkilemesi (zay1f internet baglantisi vb.), Gizlilik
(Goriisme yaparken birinin yanima gelmesi, Giiven saglayamama,
evde baska birilerinin bulunmasindan dolay1 danisanin kendini
acmada yasayabilecegi zorluk),cevrim i¢i ortamda ¢ok uzun siire
kalmanin getirdigi yorgunluk, yasanilan evdeki diger iiyelerin
psikolojik destegi desteklememesi, odaklanma problemleri ]

22. Psikolojik danisman olarak kendinizi ¢evrim i¢i psikolojik danigma hizmeti
vermek i¢in ne kadar yeterli goriiyorsunuz?
a. Cevrim ici psikolojik danigmada, teknoloji kullanimi konusunda

kendinizi ne kadar yetkin gériiyorsunuz?

b. Cevrim i¢i psikolojik danismada kullandiginiz programla ilgili
yasadiginiz sikintilardan bahseder misiniz?
23. Cevrim i¢i psikolojik danigma oturumlarinizin giivenligini saglamak i¢in
neler yaptiniz?
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24. Cevrim i¢i psikolojik danigma yaparken 6zellikle hangi etik kurallara dikkat
ediyorsunuz?

a. Cevrim i¢i psikolojik danismada etikle ilgili hangi konularda ek bilgi
almak istersiniz?

b. Cevrim i¢i psikolojik danismada, yasal ve etik konular ile ilgili ne tiir
zorluklar yasanabilir? Varsa bu konudaki deneyiminizi aktarabilir
misiniz?

25. Cevrim i¢i psikolojik danismada kullandiginiz psikolojik danigma
becerilerinin etkililigi hakkinda neler diislintiyorsunuz? Sizce yiiz ylize
psikolojik danismaya kiyasla uygulamasi1 daha zor ve/veya kolay beceriler var
mi1?

a. Cevrim i¢i psikolojik danmismada, psikolojik danisma becerilerini
uygulayabilme ag¢isindan kendinizi ne kadar yeterli goriiyorsunuz?

b. Psikolojik danigmanlik becerilerinin uygulanmasi agisindan ¢evrim igi
ve yiiz ylize danigma arasinda gordiiglintiz farkliliklar nelerdir?

c. Goz kontag, beden dili, ses tonu, jest ve mimikler gibi sézel olmayan
iletisim becerilerinin ¢evrim i¢i psikolojik danigmada kullanimi
hakkinda ne diisiiniiyorsunuz?

26. Cevrim i¢i psikolojik danigma deneyiminizin yaraticiliginizi nasil etkiledigini
diisiiniiyorsunuz?

27. Cevrim i¢i psikolojik danisma hizmetinin gelistirilmesi i¢in neler onerirsiniz?

Formata iliskin Oneriler

Programa iligkin oneriler

Icerige iliskin neriler

Kurallara iligkin oneriler

Ucretlendirmeye iliskin dneriler

Duyurulmasina/yayginlastirilmasina iliskin oneriler

Giivenlige/Gizlilige iliskin Oneriler

Cevrim igi psikolojik danisma egitimine iliskin 6neriler

Danigmanlara oneriler

J. Danisanlara oneriler

28. Bizim size sormadigimiz sizin eklemek istediginiz bir sey var m1?

mTe@ e a0 o
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F. TURKISH SUMMARY /TURKCE OZET

CEVRIM ICi PSIKOLOJIK DANISMANLIK: DANISANLAR VE PSIKOLOJIK
DANISMANLAR NE DENEYIMLIYOR VE DUSUNUYOR?

1. GIRIS

Insanlik igin, tekerlegin icadindan yapay zekaya kadar bircok degisime tamk
oldugumuz farkli devrimler olmustur. Bu icatlarla birlikte insanlarin yasam
aliskanliklarinin degistigi soylenebilir. Internetin sadece bilgi teknolojilerinde degil, is
diinyasinda da degisime yol agtig1 siiphe gotiirmez bir gergektir (Baker ve Ray, 2011).
Son yillara baktigimizda internet, bilgi dagitiminda en etkili {iriin olmasinin yani sira
(Barak ve Grohol, 2011), su anda geldigi nokta ile ruh saglig1 hizmetlerinin sunulma
bicimini de etkilemistir (Baker ve Ray, 2011). Teknolojik devrim, ruh saghgi
hizmetlerinde esneklik, uygun tiicret ve erisilebilirlik gibi firsatlar sunmaktadir
(Heinsch vd., 2021). Bu nedenle, ¢cevrim igi psikolojik danismada teknoloji ve internet

kalitesi, gerekli kosullar olarak karsimiza ¢ikabilmektedir.

Yeni bir hizmet olan gevrim ig¢i psikolojik danigsmaya olan ilgi, ruh sagligi uzmanlari
arasinda goriis ayriliklarina yol agmistir; bazi uzmanlar olasi faydalarin1 benimserken,
bazilar1 ¢evrim i¢inin getirmis oldugu sinirlamalardan dolay1 kendilerini geri cekmistir
(Agathokleous ve Taiwo, 2022). Aslinda internet bulunmadan once de uzaktan
danigsma hizmetlerinden yararlanilmistir. Telefon yeni teknolojilerden 6nce de uzaktan
danigma hizmeti saglamak i¢in ge¢miste de kullanilmistir (Mallen ve Vogel, 2005). Su
anda canli sohbet, video konferans, mesajlagma gibi senkron yontemlerin yani sira e-
posta gibi asenkron yontemler kullanilmaktadir (Lau vd., 2013). Hatta internet
ortaminda tasarlanan ve insani temsil eden figiir veya canlilarin kullanildig avatar

psikolojik danigsmanlig1 (Witt vd., 2016) gibi yeni yontemler de bulunmaktadir.

Bu cesitli bigimdeki ¢evrim i¢i danisma hizmetleri, Suler'in (2000) c¢alismasinda

kavramsallastirilmistir. Bu ¢alismada, Suler (2000) cevrim i¢i psikolojik danigmanin
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metin/duyusal, ger¢ek/hayali, otomatik/kisiler arasi1 ve gériinmez/mevcut olmak tizere
bes boyuttan olugmasinin yani sira, bu boyutlardan birinin senkron ve asenkron olmak
tizere iki kategoriden de olusabilecegini belirtilmistir. Senkronda iletisim, hizmet
saglayan ve hizmeti alan arasinda ayn1 anda gergeklesirken, asenkron iletisimde ise
taraflar arasindaki etkilesimde araya belirli bir zaman girmektedir (Suler, 2000). Bu
nedenle, mevcut formatlar diisiiniildiigiinde, “zaman” ¢evrim i¢i hizmet tiirlerini

ayirmada kritik bir 6zelliktir.

Cevrim i¢i psikolojik danismada ge¢misten gilinlimiize farkli terminolojiler
kullanilmistir. Ornegin, alanyazinda e-terapi, siber terapi, e-posta terapisi, web
danigsmanligi, siber danigsmanlik, internet terapisi, internet danigsmanligt ve ¢evrim ici
terapi gibi farkli terimler bulmak miimkiindiir (Alleman 2002; Beidoglu vd., 2015; Lau
vd., 2013). Bu gesitlilik, ¢evrim igi psikolojik danismanin tanimlanmasinda da
goriilmiistiir. Ornegin, Mallen ve Vogel (2005) gevrim ici psikolojik danismayi
tanimlarken; lisansl profesyonellerin teknolojik iletisim araglarini (6r. e-posta video
konferans, anlik yazisma) kullanildigi; psikoegitim, psikoterapi, psikolojik danigma

amaglarmin giidiildiigii herhangi bir psikolojik hizmet olarak tanimlamistir.

Ote yandan, National Board for Certified Counselor (2016), ¢evrim i¢i psikolojik
danigma terimi i¢in 6nceden “internet psikolojik danigsmanligi” terimini kullanirken su
anda “uzaktan psikolojik danigsma hizmetleri” terimini kullanmay1 tercih etmistir.
Uzaktan psikolojik danigsma hizmetini, danismanlik, egitim ve siipervizyon siire¢leri
icin bilgisayar veya telefon gibi elektronik araglardan faydalanma olarak
tanimlamislardir. Dolayisiyla, biitiin bu farkli bakis acilart géz oniine alindiginda;
¢evrim i¢i hizmetlerin etkililigi konusunda hangi tiirin (e-posta, video konferans,
mesajlagsma, sohbet), hangi konularda ve ni¢in etkili oldugu ile ilgili alanyazin i¢ ice
gecmistir. Ayrica, teknoloji duragan bir sey olmadigi ve siirekli gelistigi icin, bu
tiirlerin etkililigi kisa zaman igerisinde de degisiklik gosterebilmesi miimkiindiir. Bu

nedenle, ¢evrim i¢i psikolojik hizmetlerin sabit bir yapidan ziyade ¢ok dinamik bir

yap1 oldugunu sdylemek yanlis olmaz.

Cevrim igi psikolojik danismada ilk tartisilmaya baslanan konular etik sorunlar,

avantaj ve dezavantajlar1 gibi konular olmustur (6rn., Mallen vd., 2005; Skinner ve
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Zack, 2004). Ogzellikle etik konular ¢evrim ici psikolojik danisma hizmetinin
sunulmasinda en éne ¢ikan konu olmustur. Ornegin, Heinlen vd. (2003) psikolojik
danismanlarin niteliklerinin, National Board for Certified Counselors tarafindan
belirlenen etik standartlarin %50'sini karsilayamadigini bu yiizden ¢evrim i¢i hizmeti
veren web sitelerinin etik talepler agisindan yetersiz oldugunu ortaya koymustur.
Ayrica Maheu ve Gordon (2000), ¢aligmalarinda 6rneklemin yarisindan fazlasinin
hizmet saglarken bilgilendirilmis onam formlar1 kullanmadigini agiklamis, ¢evrim
icindeki kriz miidahalelerine iliskin uzmanlarin nasil bir aksiyon alacaklarina iliskin

kararsiz oldugunu ortaya koymustur.

Cevrim i¢i psikolojik danismada etik konular hala devam eden bir tartigmadir. Gizlilik,
mahremiyet, bilgi giivenligi, yetkinlik, iletisim sorunlar1 ve krize miidahale, yakin
tarihli bir alanyazin incelemesinde de en 6nemli sorunlar olarak bulunmustur (Stoll
vd., 2020). Bu endiselerin diginda, Stoll vd. (2020), ¢evrim i¢i psikolojik danisma
alaninda arastirma boslugunun ana problemlerinden biri oldugunu ortaya koymustur.
Sonug olarak, 6zellikle yiiz yiize ve ¢evrim i¢i hizmetlerin kiyaslandigi, cevrim i¢inin
uzun vadeli sonuglarinin ve etkililigin arastirildigi  siirhi  sayida c¢alisma
bulunmaktadir (Richards ve Vigano, 2013; Stoll vd., 2020). Yiiz yiize ve ¢evrim i¢i
hizmetlerin kiyaslandig1 farkli konular, sorunlar, semptomlar ve teknolojilerle ve
cevrim i¢inin etkililiginin arastirildig1 ¢alismalara alanyazinda daha ¢ok yer verilmesi

gerektigi sdylenebilir (Stoll et al., 2020).

Bunlar haricinde, ¢evrim i¢i psikolojik danisma alanyazini kuramsal temel agisindan
da eksiktir (Childress, 2000; Cipoletta ve Mocellin, 2018; Richards ve Vigano, 2013;
Piri, 2011). Teknoloji kabul modeli (Venkatesh vd., 2016), Planli davranis kurami
(Ajzen, 1991) ve Aktor-ag kurami (Latour, 1996) gibi teknolojiyle ilgili kuramsal bir
cerceve kullanarak ¢evrim i¢i psikolojik danismayr inceleyen az sayida g¢alisma
bulunmaktadir (bkz. Erdem vd, 2018; Heinsch vd., 2021; Lazuras ve Dokou, 2016;
MacMullin vd., 2020).

Aktor-ag kurami, ag yapisi i¢cindeki insan ve insan dis1 aktdrlerin bir ag sistemi iginde
aralarinda gelisen iligkiyi aciklamay1 amaglayan bir kuram ve metodolojidir (Latour,

1996). Teknik-teknolojik aktorlerin ag igerisindeki (Or. internet, bilgisayarlar,
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metinler) katilimlarin1 kapsar. Alanyazinda Aktor-ag kuramai ile ¢cevrim igi psikolojik
danismay1 agiklayan az sayida c¢alisma bulunmustur (6r. Heinsch vd., 2021;
MacMullin vd., 2020). Bu ¢alismada aktor ag kuraminin segilmesinin nedeni, danisan
ile psikolojik danigman arasindaki iligkiyi etkileyen sanal ortamin siirece katkisini ve
etkisini anlamlandirmada iyi bir kuramsal temel olusturmasidir. Aktér-ag kuramina
gore ¢evrim ici psikolojik danigmanlik sistemi tim elemanlariyla birlikte ag1
olustururken, danisan ve psikolojik danigsman agdaki temel aktorleri olusturmaktadir.
Bu iki temel aktoriin yaninda teknolojik faktorler, ¢cevresel etkenler, kiiltiir, toplumsal
ve mesleki kurallar gibi diger aktorler de agda yerini almakta ve zaman zaman bu
aktorler diger aktorlerin arasindaki iliskilere araci olduklari i¢in araci (mediator)

olarak da tamimlanabilmektedirler.

1.1. Calismanin Amaci

Bu calismanin temel amaci, ¢evrim i¢i psikolojik danismay1 video konferans araglari
kullanarak deneyimlemis danisan ve psikolojik danismanlarin  goriislerini,
deneyimlerini ve Onerilerini incelemektir. Calismanin spesifik amaci; ¢evrim ici
psikolojik danismay1 deneyimleyen danisan ve psikolojik danigsmanlarin karsilastiklart
zorluklara endiselerine, siirecin pozitif/negatif yanlarina, fizibilitesine iliskin
goriislerini ve ¢evrim i¢inin etkililigini arttirmaya yonelik onerilerini almaktir. Bu
dogrultuda, arastirma deseni ve yontemi dikkate alinarak asagidaki arastirma

sorularina yanit aranmaistir:

Calismanin danisanlar i¢in bes temel aragtirma sorusu bulunmaktadir:

1. Yiiz yiize danismanligina kiyasla, daniganlar ¢evrim ici ile ilgili deneyimlerini nasil
anlamlandirtyor?

2. Daniganlarin ¢evrim i¢i psikolojik danigma deneyimlerinde yasadiklar1 endiseler
nelerdir?

3. Danisanlar ¢evrim i¢i psikolojik danismanligin olumlu ve olumsuz yanlarini nasil
algiliyor?

4. Daniganlar ¢evrim i¢i psikolojik danigsmanligin fizibilitesi hakkinda ne diisiiniiyor?
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5. Danisanlarin ¢evrim igi psikolojik danisma uygulamalarimi gelistirmeye yonelik

gelecek beklentileri ve Onerileri, edindikleri deneyimleriyle nasil sekillenmistir?

Calisma, psikolojik danismanlar i¢in bes benzer temel arastirma sorusuna sahiptir:

1. Psikolojik danigsmanlar, yiiz ylize danismanliga kiyasla c¢evrim igi ile ilgili
deneyimlerini nasil anlamlandiriyor?

2. Psikolojik danisanlarin gevrim igi psikolojik danisma deneyimlerinde yasadiklar
endiseler nelerdir?

3. Psikolojik danigmanlar, deneyimlerini ve goriislerini gbz Oniinde bulundurarak
¢evrim i¢inin olumlu ve olumsuz yanlarini nasil algilamaktadir?

4. Psikolojik danismanlar ¢evrim i¢i psikolojik danismanligin fizibilitesi hakkinda ne
diisiiniiyor?

5. Psikolojik danismanlarin ¢evrim igi uygulamalarini gelistirmeye yonelik gelecek

beklentileri ve onerileri, edindikleri deneyimleriyle nasil sekillenmistir?

1.2. Calismanin 6nemi

Cevrim i¢i psikolojik danismadaki ge¢mis arastirmalar, danisanlarin ve psikolojik
danigmanlarin ¢evrim igi psikolojik danigma ile ilgili deneyimlerine ve goriislerine
odaklansa da bu c¢alismalarda ¢ogunlukla ya yalmizca psikolojik danigman ya da
yalnizca danigan goriislerine yer verilmistir. (6r. Bacioglu ve Kocabiyik 2019;
Korkmaz ve Sen, 2018; Ozyigit ve Atik, 2021). Mevcut ¢alismanin goriisme sorular,
gevrim igi ve yiiz yilize hizmeti karsilagtiran sorular sorarak hazirlanmistir. Sadece bir
katilimc1 daha 6nce herhangi bir yiiz ylize danisma deneyimi yagamamuistir. Diger 19
katilimc1 hem yiiz yiize hem de ¢evrim i¢i deneyimine sahiptir. Alanyazinda, ¢evrim
ici psikolojik damigmanin etkililiginin yiliz yiize ve cevrim i¢i deneyimlerle
kiyaslanarak calisilmasinin faydali olabilecegine dikkat ¢ekilmis ve bu konuda eksik
arastirmalar oldugu dile getirilmistir (Stoll et al., 2020). Ayrica, danisan gruplariyla
calisilan aragtirma sayisinin Tiirkiye alanyazininda azlhigina dikkat c¢ekilmistir
(Amanvermez, 2015). Bunun haricinde pek ¢ok calisma ¢evrim i¢i psikolojik danigma
alanyaziminin kuramsal ¢er¢ceveden yoksun olduguna dikkat ¢ekmistir (Childress,
2000; Cipoletta ve Mocellin, 2018; Piri, 2011; Richards ve Vigano, 2013). Bu ¢alisma
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hem danisan hem psikolojik danismanlarin deneyimlerini ¢alisarak, sonuglar1 aktor-ag
kuramu ile iligkilendirerek tartismistir. Caligmada her iki gruba da yer verilmis ve bir
katilimer haricinde tim katilimeilar yiiz yiize ve ¢evrim i¢i psikolojik danismanlig

deneyimlemistir.

2. YONTEM

2.1. Cahsmanin Deseni

Bu ¢alismada, nitel arastirma desenlerinden biri olan fenomenolojik aragtirma deseni
benimsemistir. Nitel yontemlerin amaci, fenomenin dogasint anlamak ve bu fenomeni
yasayan insanlarin goéziinden yorumlamaktir (Langdridge, 2007). Fenomenoloji,
nesnenin Oziine ve safligina ulasmaya calisir (Moustakas, 1994). Bunu yaparken;
kisisel inanclar, doga bilimlerinin Onyargilari, gelenekler, giinliik hayatin rutinleri
veya giinliikk deneyimlerin sergilenmemis bilgileri gibi olas1 engellerin etkisi olmadan,
Onyargiya yol agan her seyden kurtulmaya ve varsayimlardan uzak durmaya calisir
(Moustakas, 1994). Fenomenolojik arastirma deseninde bireylerin deneyimleriyle
ilgilenilir (Creswell, 2007). Bu siireg, alisilmisin disinda olan yonleri ve benzerlikler
igerisindeki farkliliklar1 bulmay1 amaclayan merak ve sorularla baglar (van Manen,

2016).

2.2. Katihimcilar

Calisma katilimcilart amacli 6rneklem yontemi kullanilarak segilmistir. Ayrica,
gorlisme siiresince bazi uzman ve danisan katilimcilara ulasmak i¢in kartopu
ornekleminden de yararlanilmistir. Calisma katilimcilar: video konferans yontemiyle
saglanan en az sekiz oturum cevrim i¢i psikolojik danigmanlik deneyimine sahip on
danisan (yedi kadin, iki erkek ve bir non-binary) ve on psikolojik danismandan (bes

kadin, dort erkek ve bir kuir) olugsmaktadir.

Psikolojik danisman grubundan olan katilimcilar, 6zel danismanlik biirolari,
tiniversiteler, kamu kurumlar1 ve okullar gibi farkli kurumlarda hizmet vermektedirler.
Hizmet veren katilimcilarin hepsi psikolojik danmigmandir. Psikolojik danigmanlarin
yas ortalamasi 33,9'dur. Calismadaki psikolojik danisman katilimcilar1 arasinda en az

¢evrim igi psikolojik danisma hizmeti oturumu sayisi 40, en fazla 600 civarindadir.
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Danisan katilimcilara gelindiginde, buradaki katilimeilar lisans 6grencileri, yiiksek
lisans 6grencileri, e-ticaret girisimcileri, pazarlama calisanlari, aragtirma gorevlileri ve
klinik psikologlar gibi farkli egitim ve is alanlarindan olan bireylerdir. En az oturum
alan katilimei, 10 oturum c¢evrim i¢i psikolojik hizmeti alirken, en fazla oturum

deneyimleyen katilimecinin oturum sayisi 70’tir.

2.3. Veri Toplama Araclari

Bu ¢alismada veriler yar1 yapilandirilmis iki paralel goriisme formuyla toplanmistir.
Calismada kullanilan goriisme sorulari, Cevrim i¢i Bireyle Psikolojik Danigmanlik
Danisan Goriisme Formu (bkz. Ek D) ve Cevrim i¢i Bireyle Psikolojik Danigmanlik
Psikolojik Danisman Goriisme Formu (bkz. Ek E) seklinde olusturulmus, bunlarin ilk
kisminda demografik bilgiler sorulurken, ikinci kisminda goriisme sorularina yer
verilmistir. Sorular; alanyazin, uzman gorigleri ve biligsel goriismeler araciligiyla

gelistirilip birka¢ defa yenilenmistir.

2.4. Veri Toplama Siireci

Verilerin toplama siirecine baslanmadan 6nce bilissel miilakatlar ve uzman goriisleri
almmistir.  Yapilan diizeltmeler sonucunda, ODTU Insan Arastirmalart Etik
Kurulundan izin alinmistir. Katilimeilara gériismeden 6nce Google form araciligiyla
onam formu gonderilmis, gorlisme siiresince ses kayitlariin tutulmasina iligkin onay
alimmigtir. Veriler 2021 Ekim ve 2022 Ocak aylar1 arasinda psikolojik danigman ve

danisanlardan ¢evrim i¢i ortamda Zoom programi kullanilarak toplanmustir.

2.5. Verilerin Analizi

Veriler ses kayitlar1 dinlenerek desifre edilmis, verilerin analizi i¢in yorumlayici
fenomenolojik analiz kullanilmigtir. Analiz siirecinde bir nitel analiz programi olan
MAXQDA’dan (VERBI SOFTWARE, 2021) yararlanilmistir. Smith vd., (2009)
tarafindan sunulan yorumlayici fenomenolojik analiz siirecleri takip edilerek, analiz
stireci i¢in 4 aylik bir slire ayrilmistir. Bu silirede yapilan dile dayali, betimsel ve
kavramsal yorumlamalar ve bunlara bagli olarak olusturulan temalar olasi 6n

yargilardan kaginabilmek ve calismanin gecgerlilik ve giivenirligi adina daha 6nce nitel
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arastirma siireci yiiriitmiis bir arastirmacidan uzman goriisii alarak sekillendirilmistir.
Uzman goriisiinde, besi psikolojik danigman, besi danisan grubundan olusan, toplam
10 vakaya 2 haftalik bir siirecte, uzman ile yiiz yiize goriisiilerek inceleme yapilmistir.
Bu siire¢ sonucunda, diger 10 vakadaki temalar ve bazi yorumlamalar da uzmanin

goriisti dogrultusunda yeniden diizenlenmistir.

2.6. Cahsmanin Siirhliklar

Bu ¢alismada yorumlayici fenomenolojik analiz ’de Onerilen gorece az sayida
katilime1 sayisi (Smith vd., 2009) agisindan birtakim eksikleri bulundugunu séylemek
yanlis olmaz. Smith vd., (2009) yorumlayici fenomenolojik analiz kullanirken
ozellikle yeni arastirmacilar i¢in az sayidan olusan katilimei gruplarini 6nermektedir.
Cok sayida olusacak katilimci gruplarinin, daha ileri diizeydeki seviyelerde daha
faydali olabilecegini belirtmistir (Smith vd., 2009). Ancak bu, yorumlayici
fenomenolojik analizin, fazla sayidaki katilime1 gruplariyla gerceklestirilemeyecegi
anlamina gelmez. Gorece sayis1 fazla olan gruplarda tekrarlanan/yinelenen temalara
bakilarak grup seviyesinde bir analiz yapilabilir (Smith vd., 2009). Fakat burada
onemli nokta sudur ki, yine de yorumlayict fenomenolojik analizin idyografik
dogasina uygun olarak farkli kisilerin ayni temalar iizerindeki ifadelerine de yer verilir
(Smith vd., 2009). Bu yaklagimla, toplu deneyimlerden ziyade bireylerin 6zgiin
deneyimleri yansitilmaktadir. Arastirmaci bu calismada, tekrarlanan/yinelenen
temalara yer vererek, birbiriyle iliskili olan bu temalar1 kesfetmis, olusturulan iist tema
gruplarina atamis ve ayrica aym: temalara iligkin farkli goriislere yer vermeye

caligmustir.

Ayrica bu calismadaki arastirmaci nitel arastirma ve yorumlayici fenomenolojik
analizi konusunda az deneyime sahip oldugu i¢in dile dayali ve betimsel
yorumlamalara; kavramsal yorumlamalardan daha fazla yer vermis olabilir. Smith vd.
(2009) bunun gorece acemi arastirmacilarda goriilebilecegini belirtip yorumlayici
fenomenolojik analizin dogasina uygun olarak kavramsal yorumlamalar yapabilme

konusunda arastirmacilar tesvik etmistir.
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3. BULGULAR

Mevcut caligmada danisanlar agisindan bes iist diizey tema bulunmustur. Bunlar,
danisanlarin endise duydugu etik konular, ¢evrim i¢i terapétik siiregle ilgili
deneyimler, danisanlar1 ¢evrim i¢i psikolojik danigma almaya tesvik eden kolayliklar,
danisanlari ¢evrim i¢i psikolojik danisma hizmeti almaktan caydiran zorluklar,
danisanlarin ¢evrim i¢i psikolojik danigsmayi gelistirmeye yonelik beklentileri ve

Onerileridir. Bu bulgulara iliskin tablolar asagida gosterilmistir.

Tablo 4.1

Danisanlarin Ust ve Alt Temalar

Ust temalar Alt temalar f
Danisanlarin endise Danisanlarin ortamindan kaynaklanan mahremiyet
duydugu etik konular  sorunlari

Gizlilik endiseleri 7

Sinirlar hakkinda kafa karigikligi 4
Cevrim igi terapdtik Terapotik mevcudiyet iizerinde dis faktorlerin rolii 10
stiregle ilgili Cevrim igi terapétik iligkinin gelisimi 7

deneyimler
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Tablo 4.1 (devam)

Danisanlarin Ust ve Alt Temalar

Ust temalar

Alt temalar

Danisanlar1 ¢evrim i¢i
psikolojik danigsma
almaya tesvik eden
kolayliklar

Danisanlar1 ¢evrim i¢i
psikolojik danigma
almaktan caydiran
zorluklar

Danisanlarin ¢evrim
ici psikolojik
danismay1
gelistirmeye yonelik
beklentileri ve
onerileri

Esnek planlama

Zaman tasarrufu

Mekansal sinirlamalart agmak

Ekonomik olarak uygun maliyetler

Kendi yerinde giivenlik ve rahatlik

Zor donemlerde oturumlarin devamlilig
Teknik sorunlarin yonetimi

Cevrim ici psikolojik danismada hazirbulunugluk
eksikligi

Teknolojiye erisimde/teknolojiyi kullanmada
esitsizlik

So6zel olmayanlar1 gézlemleyememe

Ozel konular hakkinda konusmakta tereddiitlii
olmak

Manipiilasyon ve kotiiye kullanim riskleri
Format olarak etkilesim ve esneklik tercihi
Teknik ekipmanlarin ve ortamin ayarlanmasi
Cevrim i¢i platformlar1 gelistirmek i¢in oneriler
Giivensizligi ¢6zme ihtiyaci

Net prosediirler ve standartlar

Cevrim ici psikolojik danigmanlarin eylemlerinin
kontrol edilmesi

Danisanlar1 teknik zorluklar hakkinda
bilgilendirmek

U100 W o1 U1o 0

Ao ubd NE S

w

Ayrica, ¢alismanin psikolojik danigsman boliimii i¢in bulunan temalara gore; etik

konular iizerinde kontrol eksikligi, ¢cevrim i¢i terapotik siirecle ilgili deneyimler,

yaraticiligin sinirlarim1  zorlamak, psikolojik danismanlart ¢evrim igi psikolojik

danisma vermeye tesvik eden kolayliklar, psikolojik danigmanlar1 ¢evrim igi

psikolojik danigma vermekten caydiran zorluklar, psikolojik danigmanlarin ¢evrim igi

psikolojik danigmay1 gelistirmeye yonelik beklentileri ve onerileri temalar ortaya

cikmigstir. Bu bulgulara iliskin temalar agagidaki tabloda gosterilmistir.
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Tablo 4.4

Psikolojik Danismanlarin Ust ve Alt Temalar

Ust temalar Alt temalar f
Etik konular tizerinde = Danisanlarin ortamindan kaynaklanan mahremiyet 8
kontrol eksikligi sorunlar1
Gizlilik endiseleri 7
Giivenlik konusunda bilgi ve uygulama eksikligi 6
Cevrim ici psikolojik danigmanlik uygulamalarinda 4
dikkatli tarama ve degerlendirme prosediirleri
Krize miidahaleyle ilgili endiseler 4
Sinirlarin ihlal edilmesi 3
Cevrim igi terapdtik Terapotik mevcudiyet iizerinde dis faktorlerin rolii 7
stirecle ilgili Cevrim igi psikolojik danigma sirasinda temel 6
deneyimler psikolojik danismanlik becerilerinin uygulanabilirligi
Cevrim ici psikolojik danismada kurallarin 5
belirlenmesi i¢in iyi yapilandirilmis ilk oturumlar
Cevrim i¢i psikolojik danigsmada terapdtik iliskiyi 5
kurmak icin daha fazla zamana ihtiya¢ duyulmasi
Yaraticiligin Sozel beceriler ve teknikler gelistirmek 7
sinirlarint zorlamak Daniganlarin algilanabilir/gdzlemlenebilir 3
kisimlarina daha fazla odaklanmak
Fiziksel/davranigsal uygulamalarin ¢evrim igi 3
psikolojik danigmaya uyarlanmasi
Istemsiz ag1ga vurmalar1 pozitife gevirmek 3
Psikolojik Zaman tasarrufu 10
danigsmanlar1 ¢cevrim Kendi yerinde giivenlik ve rahatlik 9
ici psikolojik danigma  Mekansal sinirlamalar1 asmak 8
vermeye tesvik eden Insanlarin hayatlarina dokunma sansinin artmasi 7
kolayliklar Ekonomik olarak uygun maliyetler 7
Esnek planlama 4
Oturumlarin devamliligi 4
Psikolojik Ciddi ve 6zel konular i¢in ¢evrim i¢i psikolojik 10
danigsmanlari ¢gevrim danismay1 kullanmakta tereddiitlii olmak
ici psikolojik danigma  Teknik sorunlarin yonetimi 10
vermekten caydiran Sozel olmayanlari gozlemleyememe 8
zorluklar Duygusal olarak derin oturumlar deneyimlemenin 7
ontindeki teknolojik engeller
Cevrim ici psikolojik danigmada hazirbulunusluk ve 7
sorumluluk eksikligi
Psikolojik Format olarak etkilesim tercihi 8
danismanlarin ¢evrim  Cevrim i¢i platformlar1 gelistirmek i¢in Oneriler 7
i¢i psikolojik Etik, teknikler ve siireg ile ilgili egitim 6
danismay1 Standartlastirilmis kurallar, diizenlemeler ve yasalar 4
gelistirmeye yonelik Cevrim i¢i psikolojik danismanligin psikolojik 3

beklentileri ve
Onerileri

danigma miifredatina uyarlanmasi
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4. TARTISMA

Bu ¢alismada Aktor-ag kuramu ile ilgili birkag tekrar eden tema bulunmustur. Bunlar:
cevresel mahremiyet, gizlilik, glivenlik ve sinir konularini igeren etikle ilgili temalar;
teknolojik boyutlar (terapotik siiregte dis faktorlerin etkileri, teknik konularin
yonetimi, sdzsiiz iletisim), ve ayrica ¢evrim i¢i psikolojik danigma oturumlari diginda
kalan diger kisilerin rol ve sorumluluklarina isaret eden oOnerilere iliskin bazi
temalardir. Cevrim i¢i psikolojik danismada etik ve aktor-ag kurami arasindaki iliski
acisindan bakildiginda g¢evresel olarak mahremiyeti saglayabilmek/saglayamamak
danisanlar i¢in 6nemli bir sorumluluk haline gelmis olabilir. Benzer bir tartisma ayni1
kuramdan faydalanilarak MacMullin ve ark. (2020) tarafindan ortaya atilmig, ancak
bunun psikolojik danismanin sorumlulugu oldugu vurgulanmistir. Mevcut ¢alismada,
¢evrim i¢i psikolojik danigma hizmetlerinde danisanlarin da dikkat etmeleri gereken,

yiiz ylize hizmetten daha fazla ve mekansal sorumluluklar1 oldugunu géstermistir.

Ayrica, mevceut calismada psikolojik danismanlar, aktér-ag kuraminda Latour (1996)
tarafindan “kara kutu” olarak adlandirilan, bazi i¢ ice ge¢mis aglardaki bazi aktorlerin
goriinmesinin zorlugunun vurgulandigr bu kavrami da acgik olarak yasamiglardir.
Psikolojik danismanin ¢evrim i¢i psikolojik danismada sorumluluk bilinci (MacMullin
ve ark., 2020) onemli bir rol oynamasina ragmen, uzmanlar kullandiklar1 video
konferans uygulamalarinin giivenlik ile ilgili bilgilerinden yoksundurlar. Ek olarak, bu
calisma danisan ve psikolojik danigsman arasindaki profesyonel iliskide taraflarina
birbirlerine ¢ok rahat bir bi¢imde ulasabilmelerinden (MacMullin ve ark., 2020) ve
direkt iligki kurabilmelerinden dolay: iligki rollerinin zarar gorebilecegini ortaya
koymustur. Burada, ¢evrim igi psikolojik danigma aginda mediatér (Latour, 1996)
yani bir aract aktoriin (yiiz yiize hizmetlerdeki sekreter gibi) eksikliginin iligki

dengelerini sarstigindan bahsedilebilir.

Bunlarin haricinde, teknolojik ve teknik konularin ¢evrim ig¢i psikolojik danigma
hizmetinde 6nemli birer aktor oldugunu séylemek yanlis olmaz. Mevcut ¢alismada bu
unsurlarin terapotik mevcudiyet ve terapotik iliskinin gelisimine etkisi oldugu
bulunmus olsa da, kurulan giiven iligkisinin ve psikolojik danismanin eforunun daha
o6n planda olabilecegi sonucuna varilmistir. Ancak, aktor-ag kurami agisindan

bakildiginda ¢evrim i¢i psikolojik danigsmada bu giiven iliskisinin yalnizca psikolojik
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danisman ve danisan arasinda olusmadigi, ayrica bilgi sistemlerinin (MacMullin ve
ark., 2020) ve oturum disinda kalan programcilarin ve bu programlari
yayginlagtirabilecek devlet ve kurumlarin bu ag igerisinde rolii oldugundan soz
edilebilir.

Sonuglar ayrica, cevrim i¢i psikolojik danismanligin, yiiz yiize psikolojik
danmismanliktan etik agidan en belirgin olan farkinin/sorununun, danisanin hizmeti
almis oldugu ortamdan kaynakli oldugunu gostermistir. Bu husus, alanyazindaki az
sayidaki aragtirmada da ele alinmistir (Young, 2005). Bununla birlikte, mevcut
calismada ¢eligkili bir sekilde, daniganlar ayrica psikolojik danismanlarin dogrudan
irtibat telefon numaralarina sahip olduklarinda smirlarin asilma konusunda kafalar
karisiklig1 yasamislardir ve konuyla ilgili gegmis arastirmalara kiyasla (Negretti &
Wieling, 2001) bu iligki smirt asmamak igin gayret gostermislerdir (Negretti &
Wieling, 2001).

Alanyazinda, ¢evrim i¢i, yiiz ylize ve hibrit format arasinda bir karsilastirma, geng
danisanlarin hem ¢evrim i¢i hem de yliiz yiize iletisimden yararlandiklari i¢in alinan
hizmetten sonra yasam kalitesinin arttigin1 ve hibrit formattan diger formatlara nazaran
daha faza memnuniyet duyduklarin1 gostermektedir (Chan, 2020). Mevcut ¢alisma, bu
sonucun yetigkin danisanlar i¢in de gegerli oldugunu gdstermektedir. Hibrit formatin,
danisanlarin oturumlara devamlilik saglayabilmeleri agisindan tercih edilebilir oldugu

bulunmustur.

Mevcut calismanin farkli sonucglarindan biri, zorlu dénemler ve oturumlar1 yarida
birakmayla ilgili olabilecek “devamlilik” temasidir. Birka¢ katilimei, bazi belirli
konularin (6rnegin, depresyon, kayip) belirli zamanlarda c¢evrim ici psikolojik
danmigsmanlikla yapilmasmin faydali olabilecegini bildirmistir. Bunun nedeni,
isteksizlik, hareket etmeme istegi gibi belirtilere neden olan depresyon gibi
sorunlardir. Bu sonug, yiiz yiize psikolojik danigmanligin depresyon da dahil olmak
tizere ciddi sorunlar icin tercih edilebilecegini gosteren calismalarin tam tersini
gosteriyor olabilir. (Chester ve Glass, 2006; Connolly ve ark., 2019; Farrer ve ark.,

2022; Tanrikulu, 2009). Bu sonuca gore, danisanlarin hibrit format se¢imini birinci
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olarak se¢mesine paralel olarak, uygulayicilar baslangicta depresyon gibi belirli

sorunlar i¢in ¢evrim i¢i psikolojik danisma oturumlarini kullanabilirler.

Ancak bazi psikolojik danigsmanlar depresyon gibi bir durumda danisanlarini yiiz yiize
goriismeyi tercih ettiklerini ¢linkii bu siirecin daniganlarin konfor alanlarini agmalari
icin daha faydali ve saglikli olabilecegini ifade etmistir. Psikolojik danigmanlar,
devamlilik temasina iligskin ¢evrim i¢i psikolojik danismada danisanlarin oturumlari
daha az yarida biraktigini ve yiiz yiizeye kiyasla daha fazla devamlilik oldugunu
vurgulamistir. Bazi katilimcilarin ¢evrim ig¢i gordiigii oturum sayisi yiiz yiizeye gore
daha az olsa da bu sonug alanyazinda bulunan bulgularin tam tersidir. Daniganlar, yiiz
yiize psikolojik danigmanlikta ¢evrim i¢i psikolojik danigmanliga gére oturumlari daha

az yarida birakmaktadirlar (Buyruk Geng vd., 2019; Zeren vd., 2020).

Ek olarak, MacMullin ve ark. (2020) tarafinda bahsedilen psikolojik danismanlarin
sorumluluk eksiklikleri sonucunun aksine, mevcut arastirma, psikolojik danigmanlarin
degil, ¢ogunlukla danisanlarin c¢evrim ic¢i psikolojik danigma oturumlarinda
sorumluluk eksikligi yasadiklarini gostermektedir. Ayrica, sorumluluk konularindan
farkli olarak her iki grup da danisanlarin yiiz yiize psikolojik danigsmada yasadiklari
deneyimlerin aksine c¢evrimici psikolojik danigmada oturumlarda tartisacaklar
konulara hazirlikli olmadiklarini belirtmistir. Bu nedenle oturumlara fiziksel olarak
hazirlanmanin ve fiziksel bir adim atmanin yardim siirecini daha anlamli hale

getirebildigi sonucuna ulagilabilir.

Katilimcilar, beklentileri ve istekleri dogrultusunda, yogun bir yagsam i¢inde olduklari
i¢cin hem ¢evrim i¢i hem de yiiz yiize yardimin avantajlarinin bir arada oldugu hibrit
formati ilk sirada konumlandirmistir. Yakin, samimi ve yiiksek giiven duygusunun
daha rahat olusturuldugu yiiz yiize seanslar1 tercih etmek istemektedirler, ancak hibrit
formatin mevcut yasam kosullariyla daha uygun ve siirdiiriilebilir oldugu sonucuna
varilmigtir. Sonug¢ olarak, daha siirekli, esnek ve ekonomik bir uygulama
olabileceginden, psikolojik danigsma hizmetinin gelecekte salt ¢evrim i¢inden ziyade

hibrit formatla daha etkili bir sekilde yiiriitiilebilecegi sonucu ortaya ¢ikabilir.
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4.1. Uygulamaya Yonelik Cikarimlar

Bu c¢alismada, erisilebilirlik, zaman, maliyetler, konfor ve esneklik firsatlar1 agik
olmasina ragmen (Centore ve Millaci, 2008), teknolojik talepler yardim alma sansini
etkilemektedir. Bununla birlikte, ¢evrim i¢i psikolojik danismanlik; gogmenler, LGBT
bireyler ve toplumda; cografi sinirlamalar, dil, ayrimcilik ve sosyal damgalama

sorunlart nedeniyle engelleri olan bazi bireyler i¢in destekleyici olabilir.

Bunlarin disinda okul psikolojik danigmanligi ortaminda Ogrencilerin ¢evrim igi
psikolojik danigma sirasinda sorunlarint (6r. cinsellik) agma egiliminde olduklar
alanyazinda bulunmustur (Glasheen vd., 2016). Bu nedenle, ¢evrim igi psikolojik
danismanin zaman ve planlanabilme kolayligi, okul psikolojik danigmanlarinin
Ogrencilere bireysel ve grupla psikolojik danisma uygulamalarini daha esnek bir

sekilde sunmalarini saglayabilir.

Ayrica, 6grenci gelistirme ve psikolojik danigma merkezleri de dahil olmak {izere
psikolojik destek sunan iiniversite merkezleri, ¢evrim i¢i psikolojik danigmanlik
yontemlerini kullanabilir. Beliren yetiskinlik (18-25), bireylerin genellikle ask ve is
konularinda kaygi yasadiklar1 bir donem olabilir (Arnett, 2007). Bu asamalarda
ogrenciler iiniversite egitiminde zorluk yasayabilir (Arnett vd., 2014). Yeni yasam
kosullarina; partner edinmeye, is ve egitime yonelik gecisle ilgili, ge¢ yetiskinlik
doneminden farkli zorluklar yasayabilir (Arnett vd., 2014). Bu nedenle, uzmanlar;
ogrencilerin bu tiir konulara uyum saglamalari i¢in ¢evrim i¢i ya da hibrit psikolojik

danigma hizmetlerinin esnekligiyle daha fazla 6grenciye yardim sunabilir.

Son olarak, ge¢miste elektronik iletisimin gelismesiyle birlikte, ilk olarak telefon
danisanlara psikolojik danigmanlik saglamak icin kullanilmistir (Skinner ve Zack,
2004). Bu calismada tarama ve degerlendirme prosediirleri dikkatli bir sekilde
uygulanan uygulamalar olup, katilimeilar ciddi sorunlar i¢in ¢evrim igi psikolojik
danigsmanligi tercih etmekte tereddiit etmislerdir. Ancak, krizlere miidahale, intihari
Oonleme, yaslilara, 6zel ihtiyaglar1 olan bireylere yardim, uyusturucu sorunlar1 ve
toplum sorunlar1 gibi kritik durumlar igin telefonla yapilan desteklerin 6zellikle
ABD'de uzun bir ge¢misi vardir (Lester, 1974). Bu tiir uygulamalarin kullanimi

Tiirkiye'de de gelistirilebilir ve yayginlastirilabilir.
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4.2. Gelecek Calismalar Icin Oneriler

Mevcut ¢aligma, hibrit formatin psikolojik danigmanlik uygulamasi i¢in verimli
olabilecegini bulmustur. Katilimcilar yiiz yiize etkilesim ile baslayan ve ¢evrim igi
psikolojik danmisma ile devam eden oturumlardan memnun kalabileceklerini
belirtmistir. Danisanlar, hibrit format aracilifiyla psikolojik danigsma almayi1 daha
makul bulmuglardir. Her ne kadar bircok arastirma yliz yiize ve ¢evrim igi
danmismanhigin etkililigini ayr1 ayri arastiriyor olsa da arastirmacilar, farkli

metodolojiler kullanarak hibrit formatin etkililigini incelenebilir.

Tiirk¢e alanyazinda g¢evrim igi psikolojik danisma ile ilgili nitel arastirmalarin
deneysel veya diger nicel arastirmalara gore sayisal olarak daha fazla oldugu
bilinmektedir (Bastemur ve Bastemur, 2015). Bu nedenle deneysel ¢alismalar, kanita
dayal1 ve nicel arastirmalar1 benimseyerek her iki 6rneklem grubu igeren (danisan ve
psikolojik danisman) arastirmalar artirilabilir. Ancak nitel arastirmalart da gézden
kacirmamak gerekir. Psikolojide yorumlayici fenomenolojik analizin artan kullanimi
g6z ontinde bulundurdugumuzda (Smith vd., 2009), konuyla ilgili nitel arastirmalar da
yapilabilir. Ornegin, yinelenen temalara sahip nispeten biiyiik bir katilimci grubu

yerine az sayida katilimci ile ayrintili ve derinlemesine nitel arastirmalar yapilabilir.

Ayrica ¢evrim i¢i psikolojik danigsma konusunda belirli kisi veya hizmet gruplar
lizerinde ¢alismalar yapilabilir. Universite merkezlerinin, okul psikolojik
danigsmanlarinin uygulamalar1 ve sorumlulugu konularina gelecekteki aragtirmalar 151k
tutabilir. Bu katilimci1 gruplari arasinda hibrit formatin etkililigi izerinde ¢aligilabilir.
Arastirmacilar, ciddi sorunlar i¢in telefonla psikolojik danisma ve diger ¢evrim igi
danigma tiirlerinin kullanimin1 inceleyebilir. Mevcut ¢alismada ciddi konular ¢evrim
ici psikolojik damigsmada tercih edilmemektedir. Bununla birlikte, gelecekteki
caligmalar kriz sorunlar1 gibi miidahaleleri diger ¢evrim ici psikolojik danigsma tiirleri

acisindan inceleyebilir.
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