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A Qualitative Research on Clients’ Interview Experiences in Comparing Empathy
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Various types of interview formats utilizing information and communication technology (ICT) such as
text-based chat, audio chat, and video chat have been used for psychological support as well as face-to-face
contact. Although several previous experimental studies show that scores of psychological interview
evaluation vary depending on the format of the interview, it is necessary to clarify qualitative differences of
clients’ interview experiences besides quantitative differences in order to utilize multiple interview formats
effectively.

This study examines an experiment where empathy interviews via multiple formats were compared,
aiming to investigate and organize, from the clients’ point of view, the difference of their interview
experiences depending on the interview format. During the experiment, the ten participants who were
playing the roles of clients experienced the empathy interviews implemented by five interview formats
such as text-based chat, audio chat, avatar-based chat, video chat, and face-to-face contact, and they then
talked about the difference of each interview format in a semi-structured interview. Through analyzing the
data from the interviews using a qualitative research method, we were able to organize the clients’ various
interview experiences depending on the interview format and their experiences which they prioritized
when evaluating the interviews. The results suggest that using different interview formats effectively is
important depending on the stage of psychological support and the clients’ situation.
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