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In online psychological support, we sometimes change the telecommunication format that is being used.
Psychologists providing support need to consider appropriate ways of dealing with the change of
telecommunication formats to provide interview experiences which are suitable for each client because it
leads to a change of the client’s interview experience.

This study examines an interview survey which was implemented to investigate/organize the process of
the change of telecommunication formats between audio chat and video chat during psychological support
from the perspective of psychologists engaging in online psychological support. We conducted semi-
structured interviews on ten psychologists who have experienced changing telecommunication formats
between audio chat and video chat, and have felt that the change is related to the content of the
psychological support. For the interviews, we gathered information on the condition before the change of
the telecommunication format, the circumstance for the change of the telecommunication format, the
condition after the change of the telecommunication format, and what it means to them of the whole
process of the change regarding the cases they have experienced. Through analyzing the data from the
interviews using modified grounded theory approach (M-GTA), we were able to organize four categories
and 18 concepts. The results of the analysis suggest that it is important for psychologists to consider
cautiously the client’s condition, psychological burden, the level of the relationship of trust with the client,
and his/her willingness to self-disclosure in online psychological support. The results also illustrate that
psychologists can use the change of telecommunication formats to help diagnose their client’s condition
occasionally.
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