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A b s t r a c t 

The c h a r a c t e r i s t i c s t h a t i d e n t i f y c h r o n i c c a l l e r s t o t e l e p h o n e 

c r i s i s c e n t r e s were i n v e s t i g a t e d . The t e l e p h o n e w o r k e r s from 

f o u r c r i s i s l i n e s i d e n t i f i e d and r e c r u i t e d s u b j e c t s . E i g h t 

c h r o n i c c a l l e r s were i n t e r v i e w e d b y t e l e p h o n e . S u b j e c t s 

p a r t i c i p a t e d i n a s t r u c t u r e d i n t e r v i e w , r e s p o n d i n g t o q u e s t i o n s 

on t h e i r e x p e r i e n c e s w i t h c r i s i s l i n e s , c o n t a c t s w i t h o t h e r 

community s e r v i c e s , t h e i r s u p p o r t network o f f r i e n d s and f a m i l y , 

t h e i r m e n t a l h e a l t h and s u b s t a n c e use, and major e v e n t s i n t h e i r 

f a m i l y h i s t o r y . S u b j e c t s t e l e p h o n e d f rom t h r e e t o f i v e t i m e s a 

month t o f o u r t i m e s a day. They had been t e l e p h o n i n g c r i s i s 

l i n e s f r o m 6 months t o o v e r 13 y e a r s . They u s u a l l y t e l e p h o n e d 

two o r t h r e e d i f f e r e n t c r i s i s l i n e s r e g u l a r l y . Q u a l i t a t i v e 

a n a l y s i s o f t h e i n t e r v i e w d a t a c o n s i s t e d o f t h r e e c o n c u r r e n t 

a c t i v i t i e s : d a t a r e d u c t i o n , d a t a d i s p l a y , and d r a w i n g / v e r i f y i n g 

c o n c l u s i o n s . A n a l y s i s i d e n t i f i e d 17 c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s common t o most s u b j e c t s : 5 p e r s o n a l 

c h a r a c t e r i s t i c s , 5 i n v o l v i n g r e l a t i o n s h i p s and t h e i r s u p p o r t 

network, 3 r e l a t i n g t o t h e i r f a m i l y background, and 4 c o n c e r n i n g 

t h e i r e x p e r i e n c e w i t h c o u n s e l l i n g , t h e r a p y o r o t h e r t r e a t m e n t . 

Support, c o n t a c t , e s t e e m - b u i l d i n g , f r i e n d l i n e s s and t h e t e l e p h o n e 

v o l u n t e e r s emerged as p o s i t i v e c h a r a c t e r i s t i c s f r o m t h e s u b j e c t s ' 

e x p e r i e n c e s w i t h c r i s i s l i n e s . Poor " b u s i n e s s " p r a c t i c e , c a l l 

management and " l a b e l l e d " c a l l e r s emerged as n e g a t i v e 

c h a r a c t e r i s t i c s f r om t h e s u b j e c t s ' e x p e r i e n c e s o f c r i s i s l i n e s . 

C a l l e r s a l s o d i s p l a y e d e i g h t c h a r a c t e r i s t i c s d i s t i n g u i s h i n g l o w e r 



I l l 

f r e q u e n c y from h i g h e r f r e q u e n c y c h r o n i c c a l l e r s b a s e d on t h e 

f r e q u e n c y o f t e l e p h o n i n g . Three c h a r a c t e r i s t i c s i n v o l v e d t h e 

c a l l e r s ' r e l a t i o n s h i p t o t h e c r i s i s l i n e s ; one r e g a r d e d t h e i r 

t h e r a p e u t i c h i s t o r y ; and f o u r c o n c e r n e d f a m i l y h i s t o r y o r s p e c i a l 

o t h e r s . F o u r g l o b a l themes - v i c t i m i z a t i o n , esteem, i s o l a t i o n , 

and c o n n e c t i o n - emerged a c r o s s a l l c a l l e r s f o r t h e i n f o r m a t i o n 

t h e y s h a r e d . The r e s u l t s p o i n t t o t h e s u b j e c t s ' p e r s o n a l , f a m i l y 

and t h e r a p e u t i c h i s t o r i e s f e e d i n g i n t o a dynamic o f o n g o i n g 

c o n t a c t w i t h c r i s i s l i n e s . The c a l l e r s ' i n c r e a s e d use o f c r i s i s 

l i n e s a c c e n t u a t e s t h e mismatch between c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s and t h e c r i s i s l i n e s ' g o a l o f c r i s i s 

i n t e r v e n t i o n . Telephone c r i s i s c e n t r e s a r e l e f t t o c o n s i d e r 

d i f f e r e n t methods o f managing c h r o n i c c a l l e r s and how t o b e t t e r 

work w i t h t h o s e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s t u r n i n g t o t h e 

c r i s i s l i n e s as a t h e r a p e u t i c r e s o u r c e . 
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An e x t r e m e l y s p e c i a l t h a n k s t o J o a n and J e e t f o r y o u r 

c o n t i n u e d s u p p o r t and i n p u t t h r o u g h o u t t h e r e s e a r c h . You were 

b o t h s u b s t a n t i a l c o n t r i b u t o r s t o t h e p r o c e s s . We've done i t 

Joan! 

Dr. Tolsma, t h a n k s f o r y o u r s u p p o r t , g u i d a n c e , s u g g e s t i o n s 

and humour i n c o m p l e t i n g t h i s t h e s i s . You were e n c o u r a g i n g . /And 

D r s . Young and Westwood, thank you f o r y o u r s u g g e s t i o n s t o t h e 

improvement o f t h e r e s e a r c h . A l l o f you have h e l p e d b r i n g 

t o g e t h e r i n f o r m a t i o n t h a t b o t h t h e r e g u l a r c a l l e r s and t h e c r i s i s 

l i n e s a p p r e c i a t e . 



1 

I n t r o d u c t i o n 

I n Canada and t h e U n i t e d S t a t e s t h e r e e x i s t s o v e r 500 

t e l e p h o n e s u i c i d e p r e v e n t i o n and c r i s i s i n t e r v e n t i o n c e n t r e s . 

Many o f t h e s e s e r v i c e s a r e s t a f f e d 24 h o u r s a day p r o v i d i n g 

i n t e r v e n t i o n and s u p p o r t t o i n d i v i d u a l s i n c r i s i s w i t h i n t h e i r 

communities ( S l a i k e u , 1990). Some c a l l s t o t h e s e c e n t r e s a r e 

from p e o p l e i n c r i s i s o r s u i c i d a l . Many c a l l s come f r o m 

i n d i v i d u a l s who a r e l o n e l y , d e p r e s s e d , o r i n a r e l a t i o n s h i p 

c o n f l i c t ( L e s t e r & Brockopp, 1970/ L e s t e r & Brockopp, 1973). 

F r e q u e n t l y t h e s e t e l e p h o n e s e r v i c e s e n c o u n t e r i n d i v i d u a l s 

who c a l l q u i t e r e g u l a r l y . Farberow e t a l . (1966) and L e s t e r and 

Brockopp (1970) l o n g ago i d e n t i f i e d t h e s e " c h r o n i c " c a l l e r s . 

They p r e s e n t u n i q u e c h a l l e n g e s t o t e l e p h o n e w o r k e r s and c r i s i s 

i n t e r v e n t i o n c e n t r e s a l i k e . R a r e l y t h o u g h t as h i g h r i s k i n terms 

o f immediate need o f c r i s i s i n t e r v e n t i o n , c h r o n i c c a l l e r s make 

numerous c a l l s t h a t i n t e r f e r e w i t h s e r v i c e a v a i l a b i l i t y t o t h o s e 

i n more u r g e n t c r i s i s o r d i s t r e s s ( L e s t e r , 1971; L e s t e r & 

Brockopp, 1970). They r e m a i n d i f f i c u l t t o manage because o f 

t h e i r p e r s o n a l c h a r a c t e r i s t i c s and h i s t o r y and t h e i n t e r a c t i o n 

p a t t e r n s t h e y i n i t i a t e between t h e m s e l v e s and t h e t e l e p h o n e 

w o r k e r s (Rudestam, 1978). F o r a l l t h e i r c h a l l e n g e and c o n t a c t , 

c h r o n i c c a l l e r s a r e l i t t l e u n d e r s t o o d and v a g u e l y i d e n t i f i e d . 

Though no c o n s i s t e n t n o r complete d e f i n i t i o n o f a c h r o n i c c a l l e r 

e x i s t s , some common c h a r a c t e r i s t i c s have been i d e n t i f i e d . 

C h r o n i c C a l l e r s 

Over 75% o f c h r o n i c c a l l e r s have r e c e i v e d p r i o r p s y c h i a t r i c 
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t r e a t m e n t f o r a m e n t a l i l l n e s s o r some o t h e r p s y c h o l o g i c a l 

c o n c e r n (Farberow e t a l . , 1966; L e s t e r & Brockopp, 1970; Sawyer & 

Jameton, 1979). Over h a l f have a t t e m p t e d s u i c i d e and n e a r l y h a l f 

s u f f e r f r o m s u b s t a n c e abuse (Faberow e t a l . , 1966; Sawyer & 

Jameton, 1979). P o s s i b l y because o f t h e s e p e r s o n a l c h a l l e n g e s , 

c h r o n i c c a l l e r s o f t e n a r e i n c o n t a c t w i t h o t h e r community 

a g e n c i e s and r e s o u r c e s i n a d d i t i o n t o t h e t e l e p h o n e c r i s i s 

i n t e r v e n t i o n s e r v i c e s (Faberow e t a l . , 1966; L e s t e r & Brockopp, 

1973; Sawyer & Jameton, 1979). E a s i l y 75% o f c h r o n i c c a l l e r s 

have had p r e v i o u s e x p e r i e n c e w i t h c o u n s e l l i n g , t h e r a p y o r 

p s y c h i a t r i c t r e a t m e n t (Greer, 1976; Murphy, W e t z e l , S w a l low & 

M c C l u r e , 1969). 

W h i l e e q u i v a l e n t numbers o f c h r o n i c and o t h e r c a l l e r s a ppear 

t o be m a r r i e d , s i g n i f i c a n t l y more c h r o n i c c a l l e r s a r e r e p o r t e d as 

u n m a r r i e d : s i n g l e , d i v o r c e d , s e p a r a t e d o r widowed (Gree r , 1976; 

Sawyer & Jameton, 1979). A l s o , c h r o n i c c a l l e r s a ppear t o have a 

l i m i t e d s u p p o r t network o f f r i e n d s and f a m i l y (Haywood, 1981; 

Imdoden, 1981; L e u the & O'Connor, 1981; Sawyer & Jameton, 1979). 

C h r o n i c c a l l e r s m a i n t a i n f r e q u e n t and o n g o i n g c o n t a c t w i t h 

c r i s i s c e n t r e s . They r e p r e s e n t l a r g e p o r t i o n s o f t h e t o t a l 

numbers o f c a l l s t o a c r i s i s l i n e (Johnson & B a r r y , 1978; L e s t e r , 

1971; L e s t e r & Brockopp, 1970; Murphy e t a l . , 1969; Speer, 1971). 

However, when a c h r o n i c c a l l e r c a n be d e f i n e d i n terms o f a 

s p e c i f i c f r e q u e n c y o r d u r a t i o n o f o n g o i n g t e l e p h o n e c o n t a c t 

remains vague (Johnson & B a r r y , 1978; Sawyer & Jameton, 1979). 

T h e i r f r e q u e n t and o n g o i n g c o n t a c t w i t h t h e c r i s i s c e n t r e s 
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c o n t i n u a l l y wears a t t h e t e l e p h o n e w o r k e r s ' a b i l i t y t o u n d e r s t a n d 

and e f f e c t i v e l y d e a l w i t h them (Leuthe & O'Connor, 1981) . 

C h r o n i c c a l l e r s seem t o i n i t i a t e i n t e r a c t i o n a l dynamics w i t h 

t e l e p h o n e w o r k e r s t h a t s e r i o u s l y i m p a i r t h e a b i l i t y o f s u i c i d e 

p r e v e n t i o n and c r i s i s i n t e r v e n t i o n w o r k e r s t o d e l i v e r adequate 

and needed s e r v i c e s t o them (Rudestam, 1978). W i t h i n c r e a s i n g 

c a l l e r c o n t a c t , t h e q u a l i t y o f i n t e r a c t i o n and t h e e f f e c t i v e n e s s 

o f t h e t e l e p h o n e w o r k e r d e c r e a s e s (Greer, 1976; L e u t h e & 

O'Connor, 1981). 

Though r e s e a r c h has o u t l i n e d some c h a r a c t e r i s t i c s o f c h r o n i c 

c a l l e r s , more i n f o r m a t i o n i s needed t o u n d e r s t a n d b e t t e r and t o 

manage e f f e c t i v e l y t h e s e c h a l l e n g i n g c a l l e r s . A l s o , how t h e s e 

c h a r a c t e r i s t i c s a r e a s s o c i a t e d w i t h one a n o t h e r has n o t been 

r e s e a r c h e d and r a r e l y s p e c u l a t e d on. A gap i n t h e r e s e a r c h on 

c h r o n i c c a l l e r s e x i s t s h e r e . 

The p r i n c i p a l i n v e s t i g a t o r s t u d i e d t h e c h a r a c t e r i s t i c s t h a t 

i d e n t i f y c h r o n i c c a l l e r s t o s u i c i d e p r e v e n t i o n and c r i s i s 

i n t e r v e n t i o n c e n t r e s . C h r o n i c c a l l e r c h a r a c t e r i s t i c s were 

s t u d i e d t o expand and d e v e l o p t h e c h r o n i c c a l l e r p r o f i l e . A l s o , 

t h e r e s e a r c h a t t e m p t e d t o d i s c o v e r some p o s s i b l e a s s o c i a t i o n s 

t h a t e x i s t between t h e s e c h a r a c t e r i s t i c s . The d i s c o v e r e d 

c h a r a c t e r i s t i c s and t h e a s s o c i a t i o n s between them w i l l l e a d t o 

g r e a t e r and more c o n s i s t e n t i d e n t i f i c a t i o n o f c h r o n i c c a l l e r s and 

t h e development o f more e f f e c t i v e and comprehensive management 

s t r a t e g i e s f o r t h e s e c a l l e r s . 
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D e c l a r a t i o n o f B i a s e s 

I b r i n g b o t h my e x p e r i e n c e and v i e w p o i n t s o f w o r k i n g i n 

t e l e p h o n e c r i s i s i n t e r v e n t i o n f o r e i g h t y e a r s . Though no l o n g e r 

w i t h c r i s i s l i n e s , I r e m a i n i n t e r e s t e d i n t h e c h a l l e n g e o f c l i e n t 

c h r o n i c i t y , p a r t i c u l a r l y t h a t o f c h r o n i c c a l l e r s . T r a i n e d i n 

s h o r t - t e r m , immediate c r i s i s i n t e r v e n t i o n , I v i e w c h r o n i c c a l l e r s 

as h a v i n g some l i f e " s t u c k n e s s " and l o n g - t e r m d i f f i c u l t i e s w h i c h 

c r i s i s i n t e r v e n t i o n models cannot a d d r e s s . These 

" c h a r a c t e r i s t i c s " o f c h r o n i c c a l l e r s make i t v e r y p r o b l e m a t i c f o r 

them t o i n i t i a t e s u b s t a n t i a l and q u i c k change i n t h e i r l i v e s . I 

have e x p e r i e n c e d t h e f r u s t r a t i o n o f w o r k i n g w i t h t h e s e 

i n d i v i d u a l s d i r e c t l y and i n d i r e c t l y as a t e l e p h o n e w o r k e r and 

s u p e r v i s o r o f a c r i s i s l i n e . I have s t r i v e d t o a p p l y o r i n i t i a t e 

o t h e r forms o f t e l e p h o n e i n t e r v e n t i o n t o t h e s e i n d i v i d u a l s w i t h 

l i m i t e d s u c c e s s . I b e l i e v e now t h e s e c a l l e r s need t o be b e t t e r 

u n d e r s t o o d t o p r o v i d e more a p p r o p r i a t e and e f f e c t i v e a s s i s t a n c e 

t o them. I f p o s s i b l e , I hope t h i s a s s i s t a n c e c a n be p r o v i d e d 

w i t h i n t h e t e l e p h o n e c r i s i s c e n t r e s ' programs and s e r v i c e 

o b j e c t i v e s , moving away from s t r i c t adherence t o a c r i s i s 

i n t e r v e n t i o n model. 

I have e x p e r i e n c e d i n my y e a r s w i t h c r i s i s l i n e s c h r o n i c 

c a l l e r s t r e a t e d as i n d i v i d u a l s w i t h u n i q u e needs r e q u i r i n g 

s p e c i f i c a t t e n t i o n and t r e a t m e n t . A l s o , I have h e a r d t h e s e 

c a l l e r s b e i n g d i s p a r a g i n g l y c a l l e d " c h r o n i c c a l l e r s , " f r u s t r a t i n g 

t o t h e w o r k e r s and c e n t r e s , b u r d e n i n g t h e phone l i n e s w i t h t h e i r 

c o n s t a n t p r o b l e m s . The i n d i v i d u a l c a l l e r s d i s a p p e a r b e h i n d t h e i r 
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c h r o n i c i t y , and t h e y seem t o be deemed as l e s s w o r t h y o f 

t e l e p h o n e c r i s i s i n t e r v e n t i o n s e r v i c e s . 

I now v i e w t h e name " c h r o n i c c a l l e r " as an o f t e n p e j o r a t i v e 

l a b e l . ( I use t h e t e r m c h r o n i c c a l l e r o n l y t o c a p t u r e t h e 

on g o i n g n a t u r e o f t h e s e c a l l e r s 1 t e l e p h o n e c o n t a c t and t o conform 

w i t h g e n e r a l usage i n t h e r e s e a r c h l i t e r a t u r e . ) W h i l e l o o k i n g 

f o r u n i f o r m c h a r a c t e r i s t i c s a c r o s s a l l t h e s e c a l l e r s , I hope t o 

g i v e a b e t t e r u n d e r s t a n d i n g o f c h r o n i c c a l l e r s so t h a t c r i s i s 

l i n e s c a n b e t t e r i d e n t i f y and meet t h e needs o f t h i s c h a l l e n g i n g 

and u n i q u e group o f i n d i v i d u a l s . I b e l i e v e i t i s i m p o r t a n t and 

n e c e s s a r y t o move beyond t h e s e c a l l e r s ' c h r o n i c i t y t o u n d e r s t a n d 

t h e d i f f e r e n t c h a r a c t e r i s t i c s t h a t a r e p a r t o f t h e s e i n d i v i d u a l s . 

B e s i d e s t h e e x i s t i n g r e s e a r c h l i t e r a t u r e and s p e c u l a t i o n , my 

v i e w s have i n f l u e n c e d t h e f o c u s and d i r e c t i o n o f t h e r e s e a r c h 

q u e s t i o n s . S i m i l a r l y , t h e c o l l e c t i v e e x p e r i e n c e o f b o t h L a n g l e y 

C r i s i s L i n e ' s and Richmond C r i s i s C e n t r e ' s a d m i n i s t r a t i v e s t a f f 

have i n f l u e n c e d t h e im p o r t a n c e t o w h i c h t h e y a t t a c h e d t o 

p a r t i c u l a r r e s e a r c h q u e s t i o n s and how t h e y w o u l d a p p r o a c h c h r o n i c 

c a l l e r s t h r o u g h t h e i r t e l e p h o n e l i n e s . 

S i g n i f i c a n c e 

T h i s s t u d y i s d e s i g n e d t o expand on t h e u n d e r s t a n d i n g and 

i n f o r m a t i o n a v a i l a b l e on c h r o n i c c a l l e r s t o t e l e p h o n e c r i s i s 

i n t e r v e n t i o n c e n t r e s . The d e r i v e d p r o f i l e o f c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s w i l l a i d i n t h e e a s i e r i d e n t i f i c a t i o n o f t h e s e 

c a l l e r s , a l l o w i n g f o r t h e more r e a d y engagement o f management 

s t r a t e g i e s t o t h e s e c h a l l e n g i n g i n d i v i d u a l s . T h i s p r o f i l e a l s o 
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wou l d a l l o w f o r f a s t e r i d e n t i f i c a t i o n o f p o t e n t i a l c h r o n i c 

c a l l e r s b e f o r e t h e y e s t a b l i s h f r e q u e n t and l o n g t e r m t e l e p h o n e 

c o n t a c t . 

G r e a t e r u n d e r s t a n d i n g o f t h e a s s o c i a t i o n s between t h e 

i d e n t i f y i n g c h a r a c t e r i s t i c s and t h e c a l l e r s ' c h r o n i c i t y w o u l d 

a l l o w f o r more e f f e c t i v e and comprehensive management and 

i n t e r v e n t i o n w i t h t h e s e i n d i v i d u a l s . A l s o , t h e c h a r a c t e r i s t i c s 

and t h e i r a s s o c i a t i o n s t o c a l l e r c h r o n i c i t y w o u l d p r o v i d e a 

s t a r t i n g p o i n t f o r a p p l y i n g s e r v i c e s and r e s o u r c e s t o r e d u c e t h e 

c a l l e r s ' need f o r f r e q u e n t and o n g o i n g c o n t a c t . These a c t i o n s 

w ould i n c r e a s e t e l e p h o n e c o u n s e l l o r e f f e c t i v e n e s s , d e p l e t e d b y 

o n g o i n g c h r o n i c c a l l e r c o n t a c t . 

The i d e n t i f i e d c h a r a c t e r i s t i c s w o u l d a s s i s t i n t h e 

development o f g e n e r a l management s t r a t e g i e s f o r c h r o n i c c a l l e r s . 

H i s t o r i c a l l y , management p l a n s f o r c h r o n i c c a l l e r s have been 

d i f f i c u l t t o c a r r y o u t because o f t h e l a r g e number o f t e l e p h o n e 

c o u n s e l l o r s t h a t a c r i s i s c e n t r e employs ( L e s t e r , 1971/ L e s t e r & 

Brockopp, 1973). Management p l a n s d e v e l o p e d were g e n e r a l l y 

u n i q u e t o a s p e c i f i c c h r o n i c c a l l e r , o f t e n i n v o l v i n g one-to-one 

o n g o i n g c o n t a c t w i t h a d e s i g n a t e d t e l e p h o n e c o u n s e l l o r (Barmann, 

1980/ Tapp & Murray, 1973) . These u n i q u e management p l a n s 

f r e q u e n t l y were a p p l i e d i n c o n s i s t e n t l y because t h e t e l e p h o n e 

c o u n s e l l o r s a t t h e c r i s i s c e n t r e o f t e n had v a r y i n g degrees o f 

f a m i l i a r i t y w i t h t h e management p l a n . W i t h g e n e r a l i d e n t i f y i n g 

c h a r a c t e r i s t i c s o f c h r o n i c c a l l e r s , a c r i s i s c e n t r e c o u l d d e v e l o p 

a s t a n d a r d s e t o f management s t r a t e g i e s t o a p p l y when t a l k i n g 
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w i t h any c h r o n i c c a l l e r . 
O t h e r p u b l i c s e r v i c e a g e n c i e s , s u c h as t r a n s i t i o n houses and 

m e n t a l h e a l t h s e r v i c e s , a l s o r e c e i v e c a l l s f r o m i n d i v i d u a l s on a 

c o n s i s t e n t , r e p e a t b a s i s (K. Johnson, p e r s o n a l communication, 

J a n u a r y 26, 1994 1; D. M a r s h a l l , p e r s o n a l communication, O c t o b e r 

14, 1991 2) . T h i s r e s e a r c h a l s o would b e n e f i t t h e s e s e r v i c e 

a g e n c i e s , g i v i n g them s t a r t i n g p o i n t s f o r e f f e c t i v e and 

c o n s i s t e n t h a n d l i n g o f t h e i r r e p e a t c a l l e r s . 
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L i t e r a t u r e Review 

C h a r a c t e r i s t i c s o f C h r o n i c C a l l e r s 

F r equency o f C a l l s 

R e s e a r c h has p r o v i d e d d a t a on t h e f r e q u e n c y o f c a l l s made by 

r e p e a t c a l l e r s . L e s t e r and Brockopp (1970) r e p o r t e d t h a t t h e 24 

i d e n t i f i e d c h r o n i c c a l l e r s t o t h e E r i e County S u i c i d e P r e v e n t i o n 

and C r i s i s S e r v i c e made 649 (16.6%) o f t h e t o t a l c a l l s i n e i g h t 

months. L a t e r , Speer (1971) r e p o r t e d t h a t i n d i v i d u a l s who had 

t e l e p h o n e d p r e v i o u s l y made 42% o f c a l l s t o t h e same c e n t r e . 

Murphy, W e t z e l , Swallow, and M c C l u r e (1969) r e p o r t e d 34% o f t h e 

c a l l s t o S t . L o u i s S u i c i d e P r e v e n t i o n , I n c . were f r o m 21 r e p e a t 

c a l l e r s . L a s t l y , Johnson and B a r r y (1978) r e p o r t e d i n t h e i r 

s t u d y t h a t 23% o f t h e sample made m u l t i p l e c a l l s beyond one week 

r e p r e s e n t i n g 20.6% o f t h e i n c o m i n g c a l l s t o t h e c e n t r e . C l e a r l y 

r e p e a t c a l l e r s t o s u i c i d e p r e v e n t i o n and c r i s i s i n t e r v e n t i o n 

c e n t r e s r e p r e s e n t a s u b s t a n t i a l p r o p o r t i o n o f t h e c a l l s . However, 

i t r emains u n c l e a r what p o r t i o n o f t h e s e c a l l e r s a r e " c h r o n i c 

c a l l e r s " as opposed t o c a l l e r s i n " r e a l " c r i s i s r e q u i r i n g o n g o i n g 

s u p p o r t and i n t e r v e n t i o n . 

O t h e r r e s e a r c h has a t t e m p t e d a d e f i n i t i o n o f c h r o n i c c a l l e r s 

b ased on t h e number o f c a l l s t o t h e c r i s i s s e r v i c e . L e s t e r and 

Brockopp (1970) d e f i n e d c h r o n i c c a l l e r s t o t h e E r i e County 

S u i c i d e P r e v e n t i o n and C r i s i s S e r v i c e as t h o s e c a l l e r s making 10 

o r more c a l l s o v e r an 8-month p e r i o d . L e s t e r (1971) l a t e r 

d e f i n e d c h r o n i c c a l l e r s as t h o s e i n d i v i d u a l s who c a l l r e g u l a r l y 

t o t h e c e n t r e , sometimes as o f t e n as f i v e t i m e s a day. S t i l l 
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o t h e r s t u d i e s have d e f i n e d c h r o n i c c a l l e r s i n terms o f 

" r e p e a t e r s " (Farberow e t a l . , 1966) o r c a l l e r s a d m i n i s t r a t i v e l y 

v i e w e d as c h r o n i c c a l l e r s (Sawyer & Jameton, 1979). Johnson and 

B a r r y (1978) have r i g h t l y r e p o r t e d t h a t c h r o n i c c a l l e r s t y p i c a l l y 

have been d e f i n e d i n terms o f an a r b i t r a r y number o f c a l l s f r om 

t h e c a l l e r o v e r a g i v e n p e r i o d . F u r t h e r , t h e y p o i n t out t h a t 

u s i n g L e s t e r and Brockopp's (1970) d e f i n i t i o n o f 10 o r more c a l l s 

i n e i g h t months, o n l y one o f t h e i r c a l l e r s was c h r o n i c - a woman 

whose husband was s u i c i d a l . From t h e i r r e s e a r c h , t h e number o f 

c a l l s a l o n e t o t h e c r i s i s i n t e r v e n t i o n c e n t r e cannot be t h e 

c r i t e r i o n t o d e c i d e whether o r n o t a c a l l e r i s c h r o n i c . 

I d e n t i f i e d c h r o n i c c a l l e r s a l s o use c r i s i s s e r v i c e s o v e r 

l o n g p e r i o d s o f t i m e . Sawyer and Jameton (1979) have i n d i c a t e d 

t h a t o f t h e 67 i d e n t i f i e d c h r o n i c c a l l e r s t o t h e C l e v e l a n d 

S u i c i d e P r e v e n t i o n C e n t e r n i n e had been c a l l i n g l e s s t h a n s i x 

months, 58 l o n g e r t h a n s i x months, and 29 l o n g e r t h a n t h r e e 

y e a r s . A few had been c a l l i n g o v e r t h e n i n e y e a r s s i n c e agency 

s t a r t e d i n 1967. C o n s e q u e n t l y , i t c a n be s t a t e d t h a t n o t o n l y do 

c h r o n i c c a l l e r s t e l e p h o n e f r e q u e n t l y and i n g r e a t numbers, t h e y 

a l s o c a l l o v e r l o n g p e r i o d s . 

M e n t a l H e a l t h and Substance M i s u s e 

S e v e r a l s t u d i e s have i n v e s t i g a t e d c h r o n i c c a l l e r s ' 

p s y c h i a t r i c b ackground and s u b s t a n c e m i s u s e . Farberow e t a l . 

(1966) i n t h e i r c a l l e r s u r v e y f o r t h e S u i c i d e P r e v e n t i o n C e n t e r 

o f Los A n g e l e s examined 55 r e p e a t c a l l e r s and r e p o r t e d t h e s e 

p e o p l e "were more t e n u o u s l y s t r u c t u r e d i n t h e i r p e r s o n a l i t i e s , 



10 

and were f r e q u e n t l y b o r d e r l i n e , i f n o t o u t r i g h t l y p s y c h o t i c " (p. 

556). More t h a n 85% o f t h e c a l l e r s had been i n p r i o r p s y c h i a t r i c 

t r e a t m e n t . O f t e n t h e y were c h r o n i c a l l y s u i c i d a l . L e s t e r and 

Brockopp (1970) i n d i c a t e d 18 o u t o f t h e 24 c h r o n i c c a l l e r s t o t h e 

c e n t r e had a p s y c h i a t r i c background: t h r e e had been s e e k i n g 

p s y c h i a t r i c t r e a t m e n t , s i x were s e e i n g a p s y c h i a t r i s t , and n i n e 

had been f o r m e r p a t i e n t s . Sawyer and Jameton (1979) i n d i c a t e d o f 

t h e 67 c h r o n i c c a l l e r s t o t h e s u i c i d e p r e v e n t i o n c e n t r e , 34 (51%) 

were d i a g n o s e d as d r u g o r a l c o h o l dependent, 14 (21%) had a 

d e f i n i t e a f f e c t i v e d i s o r d e r , and s i x (9%) were d i a g n o s e d as 

s c h i z o p h r e n i c . Some c a l l e r s were g i v e n a s e c o n d a r y d i a g n o s i s o f 

s u b s t a n c e abuse. Many had t r a n s i e n t d e p r e s s i v e symptoms. 

As i n t h e Sawyer and Jameton (1979) s t u d y , s u b s t a n c e misuse 

has c h a r a c t e r i z e d c h r o n i c c a l l e r s . G r e e r (1976) r e p o r t e d 63.6% 

o f t h e f r e q u e n t c a l l e r s v e r s u s 35.3% o f t h e i n f r e q u e n t c a l l e r s t o 

t h e San J o s e S u i c i d e and C r i s i s C e n t e r had u s e d a l c o h o l o r o t h e r 

d r ugs a t t h e t i m e o f t h e c a l l o r had r e v e a l e d a s u b s t a n c e use . 

p roblem. Farberow, e t a l . (1966) p o i n t e d o u t t h e most f r e q u e n t 

r e a s o n s f o r c a l l i n g f o r r e p e a t e r s was m a r i t a l p r oblems o r 

a l c o h o l i s m . 

P s y c h i a t r i c t r e a t m e n t does n o t n e c e s s a r i l y i n d i c a t e t h e 

r e p e a t o r c h r o n i c c a l l e r has a m e n t a l i l l n e s s . C a l l e r s c o u l d be 

i n v o l v e d i n p s y c h i a t r i c t r e a t m e n t f o r o t h e r d i f f i c u l t i e s , s u c h as 

s e x u a l abuse, w i t h o u t a c o n c u r r e n t p s y c h i a t r i c i l l n e s s . A l s o , 

t h e a c c u r a c y o f t h e p s y c h i a t r i c d i a g n o s e s may be a r g u e d i n t h e 

above s t u d i e s , e s p e c i a l l y i f s u i c i d e i n d i c a t e s a f u r t h e r 
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p s y c h i a t r i c impairment. A d d i t i o n a l l y , c o n t a c t i n g a c r i s i s l i n e 

a f t e r u s i n g a l c o h o l o r o t h e r d r ugs i s n o t a d e f i n i t e i n d i c a t o r o f 

a s u b s t a n c e m i s u s e p r o b l e m o r a d d i c t i o n . S u b s t a n c e use may g i v e 

t h e c a l l e r s t h e "courage" t o t e l e p h o n e , o r make t h e c a l l e r s ' 

c o n c e r n s more burdensome, l e a d i n g t o t h e t e l e p h o n e c a l l . No 

s u b s t a n c e m i s u s e p r o b l e m o r dependency may e x i s t . 

Between 75% and 85% o f c h r o n i c o r r e p e a t c a l l e r s have 

r e c e i v e d p r i o r p s y c h i a t r i c t r e a t m e n t f o r a d i a g n o s e d m e n t a l 

i l l n e s s o r some o t h e r p s y c h o l o g i c a l c o n c e r n . A l s o , a p r i m a r y 

d i a g n o s i s o f s u b s t a n c e abuse was g i v e n t o upwards 50% o f t h e s e 

c a l l e r s . B o t h a p s y c h i a t r i c background and a h i s t o r y o f 

s u b s t a n c e abuse appear t o d i s t i n g u i s h c h r o n i c c a l l e r s . 

S u i c i d e 

Whether s u i c i d e i s a d i s t i n g u i s h i n g c h a r a c t e r i s t i c o f a 

c h r o n i c c a l l e r i s u n c l e a r . Sawyer and Jameton (1979) r e p o r t e d 4 

out o f 67 c h r o n i c c a l l e r s had committed s u i c i d e o v e r t h e 9-year 

p e r i o d o f t h e s t u d y , and 37 (55%) had a t t e m p t e d s u i c i d e . B u t 

t h e y had no c o m p a r i s o n group o f i n f r e q u e n t o r o t h e r c a l l e r s . 

U s i n g a c o m p a r i s o n group, G r e e r (1976) r e p o r t e d 83.3% o f f r e q u e n t 

c a l l e r s d i s c l o s e d a p r e v i o u s h i s t o r y o f s u i c i d e a t t e m p t s v e r s u s 

o n l y 36.4% o f t h e i n f r e q u e n t c a l l e r s . 

O t h e r s t u d i e s comparing i n f r e q u e n t c a l l e r s and r e p e a t 

c a l l e r s r e p o r t e d no d i f f e r e n c e s between t h e two g r o u p s . L e s t e r 

and Brockopp (1970) n o t e d no d i f f e r e n c e s i n s u i c i d a l h i s t o r y and 

r e l a t e d s u i c i d e r i s k on t h e f i r s t c a l l between r e p e a t c a l l e r s and 

one-time c a l l e r s t o a s u i c i d e l i n e . Murphy e t a l . (1969) 
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r e p o r t e d 9 (52.9%) o f t h e i n t e r v i e w e d r e p e a t s e l f - c a l l e r s had a 

h i s t o r y o f p r e v i o u s s u i c i d e a t t e m p t s . They r e p o r t e d a l s o t h a t 

o v e r h a l f o f a l l s e l f c a l l e r s had made p r e v i o u s s u i c i d e a t t e m p t s . 

R e s e a r c h shows o v e r h a l f o f c h r o n i c c a l l e r s have made 

p r e v i o u s s u i c i d e a t t e m p t s . However, whether t h i s i s u n i q u e t o 

c h r o n i c c a l l e r s i s u n c e r t a i n . 

P a s t o r P r e s e n t E x p e r i e n c e w i t h C o u n s e l l i n g , Therapy o r Treatment 

H i g h p e r c e n t a g e s o f a l l c a l l e r s ( r e p e a t o r one t i m e c a l l e r s ) 

seem t o have been i n v o l v e d i n some t y p e o f c o u n s e l l i n g , t h e r a p y 

o r m e n t a l h e a l t h t r e a t m e n t . Murphy e t a l . (1969) r e p o r t e d t h a t 

o f t h e 17 r e p e a t s e l f c a l l e r s i n t e r v i e w e d , 13 (76.5%) had a 

p r e v i o u s o r c u r r e n t p s y c h i a t r i c h i s t o r y i n v o l v i n g some degree o f 

t r e a t m e n t . And o f t h e t o t a l s e l f c a l l e r s , r e p e a t e r s i n c l u d e d , 

f o u r f i f t h s had p r e v i o u s p s y c h i a t r i c a t t e n t i o n . G r e e r (1976) 

i n d i c a t e d 95.8% o f f r e q u e n t c a l l e r s v e r s u s 92.3% o f i n f r e q u e n t 

c a l l e r s had p a s t o r p r e s e n t e x p e r i e n c e w i t h c o u n s e l l i n g , t h e r a p y 

o r h o s p i t a l i z a t i o n . P r e v i o u s o r c u r r e n t e x p e r i e n c e w i t h t h e r a p y , 

c o u n s e l l i n g o r t r e a t m e n t i s n o t u n i q u e t o c h r o n i c c a l l e r s . 

C o n t a c t w i t h O t h e r Community S e r v i c e s 

H a v i n g e x p e r i e n c e d a p a s t o r c u r r e n t p s y c h i a t r i c c h a l l e n g e , 

c h r o n i c c a l l e r s o f t e n have had f r e q u e n t c o n t a c t w i t h o t h e r 

community s e r v i c e s . Farberow e t a l . (1966) s t a t e d " w i t h more 

t h a n 85% i n p r i o r t r e a t m e n t , t h e y [ c h r o n i c c a l l e r s ] a r e known t o 

t h e community and i t s a g e n c i e s , h a v i n g made t h e rounds and o f t e n 

e x h a u s t e d t h e f a c i l i t i e s . . . " (p. 556). L e s t e r and Brockopp 

(1973) r e v i e w e d t h e c h r o n i c c a l l e r s t o t h e S u i c i d e P r e v e n t i o n and 
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C r i s i s S e r v i c e o f E r i e County. They s t a t e d t h a t " i n most 

i n s t a n c e s , t h e c h r o n i c c a l l e r i s b e i n g h e a r d n o t o n l y b y t h e 

[ c r i s i s ] c e n t e r b u t by many o t h e r a g e n c i e s and o r g a n i z a t i o n s i n 

t h e community" (p. 182). Sawyer and Jameton (1979) s a i d t h a t o f 

t h e 67 c h r o n i c c a l l e r s t o t h e s u i c i d e p r e v e n t i o n c e n t r e , a t 

f o l l o w - u p , 31 (47%) were r e f e r r e d f o r o n g o i n g t r e a t m e n t a t o t h e r 

community m e n t a l h e a l t h r e s o u r c e s . 

R e l a t i o n s h i p S t a t u s 

C o n s i d e r i n g t h e u n m a r r i e d ( s i n g l e , d i v o r c e d , s e p a r a t e d and 

widowed), s i g n i f i c a n t d i f f e r e n c e s between c h r o n i c and o t h e r 

c a l l e r s appear. G r e e r (1976) r e p o r t e d 77.4% o f f r e q u e n t c a l l e r s 

as u n m a r r i e d v e r s u s 56.0% o f i n f r e q u e n t c a l l e r s . Sawyer and 

Jameton (1979) r e p o r t e d 67% o f t h e c h r o n i c c a l l e r s were u n m a r r i e d 

o r s e p a r a t e d compared w i t h 47.2% o f t h e t o t a l p o p u l a t i o n o f 

c a l l e r s . 

However, c o n s i d e r i n g o n l y m a r r i e d c a l l e r s , t h e d i f f e r e n c e s 

between c h r o n i c and u s u a l c a l l e r s d i s a p p e a r . Sawyer and Jameton 

(1979) r e p o r t e d s i m i l a r p e r c e n t a g e s o f m a r r i e d c a l l e r s f o r 

c h r o n i c c a l l e r s (31%) and t h e t o t a l p o p u l a t i o n o f c a l l e r s 

( 3 2 . 8 %). A p p r o x i m a t e l y 20% o f t h e t o t a l p o p u l a t i o n o f t h e i r 

s t u d y had and unknown m a r i t a l s t a t u s , p o s s i b l y p a r t n e r e d , common-

law, e t c . U n f o r t u n a t e l y , G r e e r (1976) d i d n o t r e p o r t any 

p e r c e n t a g e s f o r m a r r i e d c a l l e r s f o r f r e q u e n t o r i n f r e q u e n t 

c a l l e r s , p r o v i d i n g no a d d i t i o n a l i n f o r m a t i o n t o t h e m a r i t a l 

s t a t u s o f c h r o n i c c a l l e r s o t h e r t h a n c i t e d above. 

C h r o n i c c a l l e r s seem t o be more l i k e l y u n m a r r i e d - d i v o r c e d , 
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s e p a r a t e d , s i n g l e o r widowed - t h a n o t h e r c a l l e r s . However, 

c h r o n i c c a l l e r s a l s o appear u n d i s t i n g u i s h a b l e b y m a r r i a g e from 

o t h e r c a l l e r s . Because t h e m a r i t a l s t a t u s o f some c a l l e r s 

r emained unknown i n t h e above s t u d i e s , f i r m s t a t e m e n t s f o r 

d i f f e r e n c e s o r s i m i l a r i t i e s between c h r o n i c and o t h e r c a l l e r s 

cannot be made. 

Support Network 

S t u d i e s n o t i n g t h e c h r o n i c c a l l e r s ' s u p p o r t network r e p o r t a 

l i m i t e d s u p p o r t network o f f a m i l y and f r i e n d s . Haywood (1981) 

s t a t e d c h r o n i c c a l l e r s a r e i s o l a t e d i n d i v i d u a l s , h a v i n g few 

s o c i a l s u p p o r t s , t e l e p h o n i n g c r i s i s l i n e s t o c h a t . Imboden 

(1981) r e p o r t e d c h r o n i c c a l l e r s a s l a c k i n g s u p p o r t systems and 

s o c i a l n e t w o r k s . He s t a t e d t h e s e c a l l e r s i n a p p r o p r i a t e l y f i l l 

t h e i r need f o r s o c i a l c o n t a c t and s u p p o r t t h r o u g h t h e c r i s i s 

l i n e s . A l s o , L e u the and O'Connor (1981) acknowledged r e p e a t 

c a l l e r s a s l a c k i n g s u p p o r t systems and r e s o u r c e s . 

These s t u d i e s r e l i e d on t h e r e s e a r c h e r s ' e x p e r i e n c e s w i t h 

c h r o n i c c a l l e r s and a n e c d o t a l i n f o r m a t i o n on t h e s e c a l l e r s f r om 

o t h e r t e l e p h o n e w o r k e r s . O n l y one s t u d y was q u a n t i t a t i v e i n 

n a t u r e . Sawyer and Jameton (1979) r e p o r t e d 51 (76%) o f t h e 67 

c h r o n i c c a l l e r s i n v e s t i g a t e d had no c o n t a c t w i t h p e e r s d u r i n g t h e 

p a s t y e a r . T h i s f i n d i n g remains c o n s i s t e n t w i t h above s t u d i e s . 

T h i s r e s e a r c h o n l y a d d r e s s e s t h e s i z e o r amount o f c o n t a c t 

w i t h t h e c a l l e r s ' s u p p o r t network. None a d d r e s s e s t h e c h r o n i c 

c a l l e r s ' a b i l i t y t o engage and u t i l i z e t h e i r s u p p o r t network o f 

f a m i l y o r f r i e n d s . F u r t h e r , no r e s e a r c h compares c h r o n i c c a l l e r s 
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w i t h o t h e r c r i s i s l i n e c a l l e r s on t h i s d i m e n s i o n . However, 

c o n s i d e r i n g s i z e and amount o f c o n t a c t , a l i m i t e d s u p p o r t network 

appears t o c h a r a c t e r i z e c h r o n i c c a l l e r s . 

The C a l l e r - W o r k e r R e l a t i o n s h i p 

Some r e s e a r c h has a l s o i n v e s t i g a t e d t h e i m p a ct o f c h r o n i c 

c a l l e r s on t h e t e l e p h o n e w o r k e r s and t h e w o r k e r - c a l l e r 

r e l a t i o n s h i p . L e u t h e and O'Connor (1981) have s a i d c o n t i n u e d 

l a c k o f movement and change by c h r o n i c c a l l e r s l e a d t o l e s s 

e f f e c t i v e n e s s , t o l e r a n c e , and s e n s i t i v i t y t o c a l l e r needs. T h i s 

t h e n p r o d u c e s p o o r t h e r a p e u t i c r e l a t i o n s h i p s , c a r e g i v e r 

s e l f - d o u b t , and b u r n o u t . They s t a t e t h e mismatch between c a l l e r 

and w o r k e r needs makes n e g a t i v e c o n t a c t f o r e a ch most l i k e l y . 

F u r t h e r , t h e y p o i n t t o c h r o n i c c a l l e r s b e i n g a m a j o r f a c t o r i n 

t h e premature t e r m i n a t i o n o f v o l u n t e e r i n g f o r t e l e p h o n e w o r k e r s . 

A l s o , G r e e r (1976) has s t a t e d t h e q u a l i t y o f v o l u n t e e r 

i n t e r a c t i o n s d e c r e a s e s as t h e f r e q u e n c y o f c a l l e r s ' c o n t a c t w i t h 

t h e s e r v i c e i n c r e a s e , a s i s t r u e w i t h c h r o n i c c a l l e r s . 

Rudestam (1978) has c o n c e p t u a l i z e d c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s i n terms o f t h e i n t e r a c t i o n a l dynamics s e t up 

between t h e c a l l e r and t h e t e l e p h o n e worker. He s p e c u l a t e s t h a t 

p e r s i s t e n t c a l l e r s a r e o f t e n p r o f o u n d l y d e p r e s s e d and s u i c i d a l . 

Telephone w o r k e r s t r y t o p r o v i d e f o r t h e c h r o n i c c a l l e r s 1 needs 

and become i n c r e a s i n g l y f r u s t r a t e d and h o s t i l e a s t h e c a l l e r s 

f a i l t o improve. C h r o n i c c a l l e r s cannot u n d e r s t a n d t h i s change 

i n t h e r e l a t i o n s h i p . I n s p i t e o f t h e i r c o n f u s i o n and 

u n c e r t a i n t y , t h e y a r e u n w i l l i n g t o g i v e up one o f t h e few 
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r e m a i n i n g r e l a t i o n s h i p s t h e y have. Telephone w o r k e r s cannot 

d i s t i n g u i s h between t h e c h r o n i c c a l l e r s ' c o n f u s i o n o v e r t h e 

change i n t h e r e l a t i o n s h i p and t h e i r p r e v i o u s b e h a v i o u r . 

However, t h e y w i l l c o n t i n u e t o deny and r e j e c t t h e c a l l e r s ' 

demanding b e h a v i o u r s o u t o f g u i l t and r e s p o n s i b i l i t y t o t h e 

d e p r e s s e d and s u i c i d a l c h r o n i c c a l l e r . An i n t e r a c t i o n a l 

s t a l e m a t e r e s u l t s . 

Rudestam (1978) i s o n l y s p e c u l a t i n g on t h e dynamics t h a t 

e x i s t between t h e t e l e p h o n e w o r k e r and t h e c h r o n i c c a l l e r . 

P r e v i o u s r e s e a r c h s u g g e s t s t h a t though many c h r o n i c c a l l e r s t o 

c r i s i s s e r v i c e s a r e s u f f e r i n g f r om d e p r e s s i v e symptoms, n o t a l l 

p e r s i s t e n t c a l l e r s t o t h e c e n t r e s a r e d e p r e s s e d o r s u i c i d a l . 

Though many t e l e p h o n e w o r k e r s may g e t caught up i n a d e a d l o c k 

w i t h t h e c h r o n i c c a l l e r , some r e a d i l y a d d r e s s t h e i r f e e l i n g s o f 

f r u s t r a t i o n and annoyance w i t h c a l l e r b e h a v i o u r s . F u r t h e r 

r e s e a r c h and i n f o r m a t i o n i s r e q u i r e d t o expand and s u p p o r t 

Rudestam's v i e w . 

R e s e a r c h Methods 

Log S h e e t s 

Most r e s e a r c h w i t h c h r o n i c c a l l e r s t o c r i s i s c e n t r e s has 

i n v o l v e d r e v i e w o f c r i s i s c e n t r e t e l e p h o n e l o g s h e e t s (Farberow 

e t a l . , 1966; G r e e r , 1976; Johnson & B a r r y , 1978; L e s t e r & 

Brockopp, 1971; Sawyer & Jameton, 1979; Speer, 1976). The 

in a d e q u a t e and i n c o n s i s t e n t r e c o r d s k e p t b y most c r i s i s l i n e s 

o f t e n has l i m i t e d t h i s r e s e a r c h (Rosenbaum & Calhoun, 1977). 

Many c r i s i s l i n e s m a i n t a i n t h e c a l l e r s ' a n o n y m i t y b y o p e r a t i n g on 
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a f i r s t name o n l y b a s i s , making t h e t a s k o f k e e p i n g i n d i v i d u a l 

f i l e s v e r y d i f f i c u l t . Even a t t h o s e c e n t r e s t h a t keep i n d i v i d u a l 

f i l e s on c a l l e r s , u s u a l l y c h r o n i c c a l l e r s , t h e f i l e s o f t e n a r e 

n o t m a i n t a i n e d (Rosenbaum & Calhoun, 1977) . 

Most c r i s i s c e n t r e s keep o n l y g e n e r a l s t a t i s t i c a l d a t a 

c o n s i s t i n g o f age, gender, problem, d i s p o s i t i o n , t i m e o f c a l l , e t 

c e t e r a (Greer, 1976; Rosenbaum & Calhoun, 1977). O f t e n on t h e 

l o g s h e e t s t h e r e e x i s t s a d i v e r g e n c e between what i s h e a r d o v e r 

t h e t e l e p h o n e l i n e s and what i s r e c o r d e d on p a p e r (M. Chand, 

p e r s o n a l communication, F e b r u a r y 4, 1994 3; J . Rawlyns, p e r s o n a l 

communication, F e b r u a r y 5, 1994 4) . S p e c i f i c a l l y r e l a t e d t o 

c h r o n i c c a l l e r s , G r e e r (1976) r e p o r t e d t h a t o u t o f a t o t a l o f t e n 

i n f o r m a t i o n a l s p o t s on t h e "Follow-Up Sheet," t h e f r e q u e n t c a l l e r 

group showed a median o f 4.8 v a c a n c i e s (jtx = 4.6) v e r s u s a median 

o f 2.4 (fx = 3.1) f o r t h e i n f r e q u e n t c a l l e r group. He n o t e s t h a t 

h a l f t h e t i m e t h e r e i s o n l y 50% o f t h e l o g s h e e t f i l l e d o u t f o r 

th e f r e q u e n t c a l l e r . 

G r e e r (1976) and Le u t h e and O'Connor (1981) r e p o r t e d a 

d e c r e a s e i n t h e q u a l i t y o f t e l e p h o n e w o r k e r i n t e r a c t i o n s as t h e 

f r e q u e n c y o f c a l l e r s ' c o n t a c t w i t h t h e s e r v i c e i n c r e a s e s . A 

r e a s o n a b l e a s s u m p t i o n c o u l d be made h e r e t h a t f r u s t r a t e d and l e s s 

e f f e c t i v e t e l e p h o n e w o r k e r s may n o t r e p o r t as much o r as 

a c c u r a t e l y t h e c o n t e n t and c o n t e x t o f t h e c a l l . A l s o , w i t h 

i n c r e a s i n g c o n t a c t , t h e t e l e p h o n e w o r k e r c o u l d p e r c e i v e b o t h t h e 

c a l l and c a l l e r as " r o u t i n e , " e x p e c t i n g no new i n f o r m a t i o n and 

r e q u i r i n g l i t t l e l o g s h e e t w r i t e - u p . T h e r e f o r e , b o t h t h e r o u t i n e 



18 

n a t u r e o f t h e c o n t a c t and t h e d e c r e a s e d q u a l i t y o f c a l l e r - w o r k e r 

i n t e r a c t i o n s c o u l d i n f l u e n c e t h e c ompleteness and a c c u r a c y o f l o g 

s h eet d a t a f o r c h r o n i c c a l l e r s . 

Telephone F o l l o w - u p 

L i t t l e c r i s i s l i n e r e s e a r c h has employed d i r e c t t e l e p h o n e 

f o l l o w - u p w i t h c a l l e r s . That w h i c h has i n v o l v e d b r i e f s u r v e y s 

i n v e s t i g a t i n g t h e e f f e c t i v e n e s s o f t e l e p h o n e c r i s i s i n t e r v e n t i o n 

(Auerbach & K i l m a n , 1977; Hornblow, 1986a; S t e i n & Lambert, 

1984). I n t h e r e s e a r c h , d i r e c t t e l e p h o n e f o l l o w - u p has been u s e d 

s u c c e s s f u l l y , a l t h o u g h r i g o r o u s f o l l o w - u p was assumed d i f f i c u l t 

g i v e n t h e d e s i r e o f many c a l l e r s t o r e m a i n anonymous (Hornblow, 

1986b; S l a i k e u & L e f f - S i m o n , 1990). 

G i n g e r i c h , Gurney and W i r t z (1988) d e s i g n e d t h e i r r e s e a r c h 

t o e v a l u a t e t h e e f f e c t i v e n e s s o f a c r i s i s l i n e t o i n c l u d e 

t e l e p h o n e f o l l o w - u p . They r e p o r t e d t h a t a p p r o x i m a t e l y 25 t o 30% 

o f t h e c a l l e r s d e c l i n e d t o p a r t i c i p a t e when approached. A t t h e 

t i m e o f t h e t e l e p h o n e f o l l o w - u p , a f u r t h e r 10 t o 15% o f t h o s e 

c a l l e r s who had a g r e e d t o p a r t i c i p a t e c o u l d n o t be c o n t a c t e d o r 

d e c l i n e d t o p a r t i c i p a t e . O v e r a l l a p p r o x i m a t e l y 60 t o 65% o f 

approached c a l l e r s p a r t i c i p a t e d i n t h e s t u d y and c o m p l e t e d t h e 

t e l e p h o n e f o l l o w - u p . 

S l a i k e u , T u l k i n and Speer (1975) d e m o n s t r a t e d t h a t 

s e l f - r e p o r t f o l l o w - u p d a t a c o u l d be o b t a i n e d on most c a l l e r s t o a 

c r i s i s l i n e . They r e p o r t e d 95% o f t h e shows f o r a f a c e - t o - f a c e 

appointment booked d u r i n g a c r i s i s c a l l r e s p o n d e d t o t h e 

f o l l o w - u p q u e s t i o n n a i r e . A l s o , 70% o f t h e no-shows and 93% o f 
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t h e c a n c e l s who c o u l d be r e a c h e d b y t e l e p h o n e r e t u r n e d t h e 

q u e s t i o n n a i r e . The r e s e a r c h e r s e f f e c t i v e l y u s e d a t e l e p h o n e 

f o l l o w - u p t o o b t a i n outcome d a t a . 

S l a i k e u and L e f f - S i m o n (1990) r e p o r t e d t h a t t e l e p h o n e 

w o r k e r s c o u l d e l i c i t from t h e c a l l e r a t l e a s t a name and 

t e l e p h o n e number t o a l l o w f o r a subsequent c a l l back. The most 

i m p o r t a n t c o n s i d e r a t i o n s f o r t h e w o r k e r s a r e t o (a) e x p l a i n t o 

t h e c a l l e r s t h e r e a s o n s f o r t h e f o l l o w - u p , and (b) e n s u r e t h e 

c o n f i d e n t i a l i t y o f t h o s e t e l e p h o n e c o n t a c t s . They s u g g e s t t h a t 

t h e c a l l e r s a r e p r e s e n t e d w i t h t h e o p t i o n t o g i v e a name and 

t e l e p h o n e number f o r f o l l o w - u p o r t o c a l l back t h e c e n t r e on 

t h e i r own, b o t h w i t h i n a s p e c i f i e d p e r i o d . C a l l e r s choose 

whether o r n o t t o m a i n t a i n t h e i r anonymity. 

Telephone f o l l o w - u p c a n be u s e d e f f e c t i v e l y t o o b t a i n 

outcome d a t a f rom a l a r g e p e r c e n t a g e o f c a l l e r s t o a t e l e p h o n e 

c r i s i s l i n e . P r o c e d u r e s c a n be employed t o e n s u r e c a l l e r 

c o n f i d e n t i a l i t y , s u c h as t h e t e l e p h o n e f o l l o w - u p s c h e d u l e d so 

t h a t t h e c a l l e r w i l l be a l o n e t o r e c e i v e t h e c a l l . A l s o , t h e 

c a l l e r s a l w a y s a r e g i v e n t h e c h o i c e whether o r n o t t o m a i n t a i n 

t h e i r anonymity. T h e r e f o r e , t e l e p h o n e f o l l o w - u p c a n be b o t h an 

e f f e c t i v e and a p p r o p r i a t e method f o r r e s e a r c h w i t h c a l l e r s . 

R e s e a r c h I n t e r v i e w s w i t h C r i s i s L i n e C a l l e r s 

O n l y one s t u d y (Murphy e t a l . , 1969) was l o c a t e d t h a t 

c o m p l e t e d i n - d e p t h i n t e r v i e w s w i t h c a l l e r s t o a t e l e p h o n e c r i s i s 

i n t e r v e n t i o n s e r v i c e . The r e s e a r c h e r s a s k e d t h e c a l l e r s about 

t h e c i r c u m s t a n c e s a r o u n d t h e i r c a l l , t h e e f f e c t i v e n e s s o f t h e 
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s u i c i d e p r e v e n t i o n s e r v i c e , s u i c i d a l and p s y c h i a t r i c h i s t o r y , and 

a l i f e h i s t o r y s e e k i n g i n f o r m a t i o n on e d u c a t i o n , j o b , m i l i t a r y , 

m a r i t a l and f a m i l y b ackground and economic s t a t u s . However, t h i s 

s t u d y d i d n o t s p e c i f i c a l l y use c h r o n i c o r r e p e a t c a l l e r s as 

s u b j e c t s , b u t a t t e m p t e d t o sample a l l s e l f - c a l l e r s t o t h e s u i c i d e 

p r e v e n t i o n s e r v i c e between J a n u a r y 1 and March 31, 1967. 

Of t h e 73 s e l f - c a l l e r s t o S u i c i d e P r e v e n t i o n , I n c . (S.P.I.) 

o f S t . L o u i s , 55 (75%) were i n t e r v i e w e d . C o n t a c t o f t h e s e 

c a l l e r s was made p o s s i b l e because t h e t e l e p h o n e number o f S.P.I, 

was a t e l e p h o n e a n s w e r i n g s e r v i c e . A t t h e t i m e o f t h e c a l l , t h e 

s e r v i c e w o u l d r e q u e s t t h e name and t e l e p h o n e number o f t h e c a l l e r 

and p a s s t h i s on t o t h e p e r s o n on c a l l f o r S.P.I, t h e n . (Few, i f 

any, s u i c i d e and d i s t r e s s l i n e s w o u l d o p e r a t e i n t h i s manner 

to d a y . The o b l i g a t i o n t o a c a l l e r ' s c o n f i d e n t i a l i t y and 

a n o n ymity w o u l d make t h i s p r o c e d u r e u n a c c e p t a b l e . ) P e o p l e 

i d e n t i f i e d as s e l f - c a l l e r s were c o n t a c t e d b y l e t t e r r e q u e s t i n g an 

i n t e r v i e w a ppointment. The r e s e a r c h e r s d i d n o t s p e c i f y how t h e y 

o b t a i n e d t h e m a i l i n g a d d r e s s o f s u b j e c t s f o r t h e s t u d y . 

There were e i g h t r e f u s a l s . One c a l l e r l i s t e d as a r e f u s a l 

was an a l c o h o l i c man who t h r e a t e n e d t o shoot h i m s e l f and t h e 

i n t e r v i e w e r when t h e i n t e r v i e w e r a r r i v e d f o r t h e a g r e e d upon 

appointment - a c l e a r danger o f f a c e - t o - f a c e i n t e r v i e w s . Ten 

s e l f - c a l l e r s were n o t l o c a t e d . 

F o r t y - s i x o f t h e 55 i n t e r v i e w s were f a c e - t o - f a c e . 

T h i r t y - s i x t o o k p l a c e i n t h e c a l l e r s ' home, a p o t e n t i a l s a f e t y 

r i s k f o r b o t h c a l l e r and i n t e r v i e w e r , as shown b y t h e above 
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s u i c i d e / h o m i c i d e t h r e a t . F i v e i n t e r v i e w s o c c u r r e d i n t h e 

r e s e a r c h e r s o f f i c e , p o t e n t i a l l y b o t h f r i g h t e n i n g and i n c o n v e n i e n t 

f o r a p e r s o n whose u s u a l means o f c o n t a c t i s a t e l e p h o n e . F o u r 

t o o k p l a c e i n h o s p i t a l s where t h e c a l l e r s were t h e n p a t i e n t s , and 

one i n an i n t e r v i e w e r ' s a u t o m o b i l e . The a p p r o p r i a t e n e s s o f b o t h 

t h e s e s e t t i n g s c a n be argued. 

N i n e i n t e r v i e w s were c o n d u c t e d o v e r t h e t e l e p h o n e because 

t h i s was t h e o n l y o t h e r o p t i o n t o t h e c a l l e r ' s o u t r i g h t r e f u s a l 

t o be i n t e r v i e w e d f a c e - t o - f a c e . No w r i t t e n c o n s e n t i s p o s s i b l e 

h e r e , t h o u g h i n f o r m e d c o n s e n t c a n s t i l l be o b t a i n e d t h r o u g h 

a p p r o p r i a t e v e r b a l p r o t o c o l s . 

Murphy e t a l . (1969) shows t h e p o t e n t i a l p e r s o n a l danger f o r 

c a l l e r s and i n t e r v i e w e r s o f f a c e - t o - f a c e i n t e r v i e w s w i t h s u i c i d e 

and d i s t r e s s l i n e u s e r s . S i x t e e n p e r c e n t (9 o f t h e 55 

i n t e r v i e w e d c a l l e r s ) o u t r i g h t l y r e f u s e d t o be i n t e r v i e w e d 

f a c e - t o - f a c e . Some r e m a i n i n g i n t e r v i e w s were c o n d u c t e d i n l e s s 

t h a n i d e a l e n v i r o n m e n t s , i e . , t h e h o s p i t a l and t h e i n t e r v i e w e r ' s 

v e h i c l e . A t e l e p h o n e i n t e r v i e w format w o u l d a l l o w t h e c a l l e r and 

r e s e a r c h e r t h e s a f e t y and s e c u r i t y o f t h e i r "home" environment. 

T h i s method a l s o w o u l d ease t h e h e s i t a n c y and r e l u c t a n c e o f t h e 

c a l l e r t o be i n t e r v i e w e d , p r o v i d i n g a medium (a t e l e p h o n e l i n e ) 

a l r e a d y q u i t e n a t u r a l t o t h e c h r o n i c c a l l e r . 

Telephone I n t e r v i e w s 

The t e l e p h o n e i n t e r v i e w c a n b r i n g i n t o q u e s t i o n t h e a c c u r a c y 

o f t h e o b t a i n e d i n t e r v i e w d a t a . However, r e s e a r c h c omparing 

i n - p e r s o n w i t h t e l e p h o n e i n t e r v i e w methods have shown t h a t t h e 
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q u a l i t y o f d a t a o b t a i n e d b y t e l e p h o n e i n t e r v i e w s i s comparable o r 

s u p e r i o r t o t h a t o b t a i n e d t h r o u g h f a c e - t o - f a c e i n t e r v i e w s 

( A n e s h e n s e l , F r e r i c h s , C l a r k & Y o k o p e n i c , 1982; Colombotos, 1969; 

Hochstim, 1967; P l e s s & M i l l e r , 1979; R e i c h & E a r l s , 1990; 

Rogers, 1976; S i e m i a t y c h i , 1979; Simon, F l e i s s , F i s h e r & G u r l a n d , 

1974; Weeks, K u l k a , L e s s l e r & Whitmore, 1983; W e l l s , Burnam, 

Leake & R o b i n s , 1988). A n e s h e n s e l e t a l . (1982) r e p o r t e d no 

s t a t i s t i c a l l y s i g n i f i c a n t d i f f e r e n c e s between t e l e p h o n e 

i n t e r v i e w s and i n - p e r s o n i n t e r v i e w s f o r t h e assessment o f h e a l t h 

s t a t u s , i l l n e s s e s r e p o r t e d f o r t h e p r e v i o u s f o u r months, o r 

r e p o r t s o f h o s p i t a l i z a t i o n . They a t t r i b u t e d t h e one 

s t a t i s t i c a l l y s i g n i f i c a n t d i f f e r e n c e r e p o r t e d t o t h e i n t e r v i e w 

i t e m and n o t t h e i n t e r v i e w methods. R e i c h and E a r l s (1990), 

u s i n g a s t r u c t u r e d p s y c h i a t r i c i n t e r v i e w , i n t e r v i e w e d 25 y o u t h s 

by t e l e p h o n e and 25 y o u t h s i n - p e r s o n . They o b t a i n e d no 

s i g n i f i c a n t d i f f e r e n c e s i n t h e r e p o r t i n g o f d i a g n o s t i c c a t e g o r i e s 

f o r t h e two g r o u p s . 

Rogers (1976) a s k e d s u b j e c t s i n f o r m a t i o n on t h e i r p e r s o n a l 

income, v o t i n g p a t t e r n s , e d u c a t i o n a l b ackground and a t t i t u d e s 

about l o c a l s e r v i c e s . She i n t e r v i e w e d 85 p e o p l e b y t e l e p h o n e and 

98 s u b j e c t s i n - p e r s o n . She c o n c l u d e d t h a t t h e d a t a o b t a i n e d by 

t e l e p h o n e was as a c c u r a t e as i n - p e r s o n data.. Simon e t a l . (1974) 

compared f a c e - t o - f a c e i n t e r v i e w s w i t h t e l e p h o n e i n t e r v i e w s 

i n v e s t i g a t i n g t h e i n f o r m a t i o n o b t a i n e d f rom i n f o r m a n t s o f 

p s y c h i a t r i c p a t i e n t s . A s e m i s t r u c t u r e d p s y c h i a t r i c i n t e r v i e w was 

u s e d w i t h t h e 85 s u b j e c t s , 50 i n t e r v i e w e d f a c e - t o - f a c e and 35 
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o v e r t h e t e l e p h o n e . T h e i r r e s u l t s i n d i c a t e d t h e q u a l i t y o f 

h i s t o r i c a l p s y c h i a t r i c d a t a c o l l e c t e d f rom i n f o r m a n t s d i d n o t 

r e l a t e t o t h e i n t e r v i e w method used. Weeks e t a l . (1983) 

r e p o r t e d t h a t t e l e p h o n e r e s p o n d e n t s appeared t o be somewhat more 

a c c u r a t e i n r e p o r t i n g v i s i t s t o m e d i c a l p r o v i d e r s t h a n i n - p e r s o n 

r e s p o n d e n t s . The r e s e a r c h e r s n o t e d some m i n o r d i f f e r e n c e s i n 

r e s p o n s e s between t h e two methods o f i n t e r v i e w i n g , b u t t h e y 

a t t r i b u t e d t h e s e d i f f e r e n c e s t o s o c i o d e m o g r a p h i c d i f f e r e n c e s 

between t h e t e l e p h o n e and i n - p e r s o n i n t e r v i e w r e s p o n d e n t s . 

The r e s e a r c h on t h e q u a n t i t y o f d a t a o b t a i n e d w i t h t e l e p h o n e 

v e r s u s f a c e - t o - f a c e i n t e r v i e w s i s l e s s c o n c l u s i v e . Rogers (1976) 

and Simon e t a l . (1974) r e p o r t e d t h a t t h e i n f o r m a t i o n o b t a i n e d 

from t e l e p h o n e i n t e r v i e w s as complete as t h a t o b t a i n e d f rom 

i n - p e r s o n i n t e r v i e w s . However, R e i c h and E a r l s (1990) r e c o r d e d 

fewer p s y c h i a t r i c symptoms r e p o r t e d b y t h o s e y o u t h i n t e r v i e w e d b y 

t e l e p h o n e as compared w i t h t h o s e i n t e r v i e w e d i n - p e r s o n . They 

s p e c u l a t e d t h e l o w e r r e p o r t i n g was due t o t h e l a c k o f p r i v a c y f o r 

t h e y o u t h w i t h t h e i r p a r e n t s p o s s i b l y l i s t e n i n g i n t o t h e 

t e l e p h o n e i n t e r v i e w . A l s o , Weeks e t a l . (1983) r e p o r t e d a 

g r e a t e r e f f o r t b y t h o s e s u b j e c t s i n t e r v i e w e d f a c e - t o - f a c e i n 

r e p o r t i n g m e d i c a l c o n d i t i o n s t h a n t h o s e i n t e r v i e w e d b y t e l e p h o n e . 

However, w i t h t h e g r e a t e r r e p o r t i n g o f r e s p o n d e n t s p e r s o n a l l y 

i n t e r v i e w e d , more d i s a g r e e m e n t s between t h e i r r e p o r t s o f m e d i c a l 

c o n d i t i o n s and h o s p i t a l r e c o r d s were shown. The r e s e a r c h e r s 

c o n c l u d e d t h a t though t e l e p h o n e r e s p o n d e n t s r e p o r t e d l e s s , t h e y 

t e n d e d t o be more a c c u r a t e t h a n i n - p e r s o n r e s p o n d e n t s . 
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L a s t l y , t h e l i t e r a t u r e comparing i n - p e r s o n v e r s u s t e l e p h o n e 

i n t e r v i e w s has shown t h e r e c a n be more t r u t h f u l n e s s i n r e s p o n s e , 

i e . , l e s s s o c i a l d e s i r a b i l i t y , w i t h t e l e p h o n e i n t e r v i e w s t h a n 

w i t h f a c e - t o - f a c e i n t e r v i e w s ( P l e s s & M i l l e r , 1979; Rogers, 

1976). However, o t h e r r e s e a r c h e r s have r e p o r t e d t h a t t e l e p h o n e 

and i n - p e r s o n i n t e r v i e w s a r e e q u i v a l e n t i n s o c i a l d e s i r a b i l i t y 

f o r r e s p o n s e s , w i t h t h e advantage g o i n g t o m a i l e d o u t 

q u e s t i o n n a i r e s ( S i e m i a t y c k i , 1979; Wiseman, 1972). No c l e a r 

s t a tement c a n be made on t h e advantage o f t e l e p h o n e i n t e r v i e w s 

o v e r i n - p e r s o n i n t e r v i e w s c o n c e r n i n g s o c i a l d e s i r a b i l i t y . 

Telephone i n t e r v i e w s c a n o b t a i n a comparable q u a l i t y o f 

i n f o r m a t i o n f r o m s u b j e c t s as t h a t o b t a i n e d b y i n - p e r s o n 

i n t e r v i e w s u s i n g a v a r i e t y o f i n t e r v i e w s c h e d u l e s and o u t l i n e s . 

However, t h e completeness o f d a t a and a c c u r a c y o f i n f o r m a t i o n 

w i t h r e g a r d t o s o c i a l d e s i r a b i l i t y r e m a i n t o be e s t a b l i s h e d 

f i r m l y i n f a v o u r o f e i t h e r t e l e p h o n e o r f a c e - t o - f a c e 

i n t e r v i e w i n g . 

D e l i m i t a t i o n s : O t h e r C h r o n i c C a l l e r s 

Sex c a l l e r s were e x c l u d e d f rom t h i s s t u d y (see A p p e n d i x A 

f o r t h e d e f i n i t i o n and c h a r a c t e r i s t i c s u s e d f o r i d e n t i f y i n g s e x 

c a l l e r s ) . Though c h r o n i c i n n a t u r e , t h e s e c a l l e r s u s e c r i s i s 

i n t e r v e n t i o n c e n t r e s f o r s e x u a l g r a t i f i c a t i o n ( L e s t e r & Brockopp, 

1973; Wark, 1984). The c h r o n i c i t y o f t h e i r c a l l i n g r e s u l t s f rom 

a s e x u a l a d d i c t i o n (Carnes, 1983; E a r l e & Crow, 1989). 

The t e l e p h o n e c r i s i s c e n t r e s d i d n o t r e c r u i t t h o s e c h r o n i c 

c a l l e r s t h e y deemed t o o p s y c h i a t r i c a l l y c h a l l e n g e d t o 
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p a r t i c i p a t e . They were c o n c e r n e d o v e r t h e v u l n e r a b i l i t y o f t h e s e 

p a r t i c u l a r c a l l e r s . The c e n t r e s were c o n c e r n e d a l s o about t h e 

p o t e n t i a l f o r v e r b a l abuse and a g g r e s s i o n d i r e c t e d a t t h e 

t e l e p h o n e w o r k e r s s h o u l d t h e c h r o n i c c a l l e r s r e s p o n d n e g a t i v e l y 

t o t h e r e q u e s t t o p a r t i c i p a t e . T h e r e f o r e , t h e s e c a l l e r s were 

e x c l u d e d f r o m t h e s t u d y . 

Those i n d i v i d u a l s w i t h an extreme p s y c h i a t r i c c h a l l e n g e 

c o u l d be d e f i n e d as a d i s c r e t e group o f c h r o n i c c a l l e r s - t h e 

l o n g t e r m m e n t a l l y i l l . T h i s group o f c a l l e r s has been 

c h a r a c t e r i z e d a s : (a) l o w - f u n c t i o n i n g , .with an o n g o i n g , o f t e n 

a c u t e , p s y c h i a t r i c c o n d i t i o n ; (b) o f t e n i s o l a t e d i n d i v i d u a l s w i t h 

l i m i t e d s o c i a l s u p p o r t s ; (c) h a v i n g d i f f i c u l t y e s t a b l i s h i n g 

r a p p o r t w i t h o t h e r s ; (d) o f t e n e x h i b i t i n g a nger and h o s t i l i t y 

u nder s t r e s s ; and (e) r e q u i r i n g p a r t i c u l a r t e c h n i q u e s and 

s t r a t e g i e s f o r t h e i r management (Bachrach, 1980; Bassuk & Gerson, 

1980; C h r z a n o w s k i , 1980; C r i s i s C l i n i c , F e b r u a r y , 1988; S c hwartz 

& G o l d f i n g e r , 1981). C o n s e q u e n t l y , some t e l e p h o n e c r i s i s 

i n t e r v e n t i o n c e n t r e s do t r e a t t h e s e i n d i v i d u a l s as a d i s t i n c t 

group o f r e g u l a r ( c h r o n i c ) c a l l e r s ( C r i s i s C l i n i c , F e b r u a r y , 

1988; L a n g l e y F a m i l y S e r v i c e s A s s o c i a t i o n , 1993; T. Lohnes, 

p e r s o n a l communication, June 10, 1994 5) . 

A ssumptions and L i m i t a t i o n s 

A p o s s i b l e l i m i t a t i o n o f t h e s t u d y c o u l d have been t h e 

e x c l u s i o n o f t h o s e c h r o n i c c a l l e r s deemed t o o p s y c h i a t r i c a l l y 

c h a l l e n g e d b y t h e t e l e p h o n e c r i s i s c e n t r e s t o p a r t i c i p a t e i n t h e 

r e s e a r c h . R a t h e r t h a n b e i n g a d i s c r e t e group as o u t l i n e d above, 
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t h i s group o f c h r o n i c c a l l e r s c o u l d be j u s t a segment t o w a r d t h e 

extreme o f t h e c h r o n i c c a l l e r continuum. As such, t h i s e x c l u s i o n 

c o u l d have r e d u c e d t h e number o f p o t e n t i a l s u b j e c t s and p r o d u c e d 

a l i m i t e d s e t o f i d e n t i f y i n g c h r o n i c c a l l e r c h a r a c t e r i s t i c s . 

(However, t h i s l i m i t a t i o n d i d b e n e f i t t h e s t u d y b y e x c l u d i n g 

t h o s e c a l l e r s who c o u l d n o t g i v e i n f o r m e d c o n s e n t t o 

p a r t i c i p a t e . ) 

The r e s e a r c h e r assumed t h e r e m a i n i n g p o p u l a t i o n o f c h r o n i c 

c a l l e r s t o be a homogeneous group, e x c l u d i n g s e x c a l l e r s and 

t h o s e c a l l e r s deemed t o o p s y c h i a t r i c a l l y i m p a i r e d t o p a r t i c i p a t e . 

A f u r t h e r a s s u m p t i o n was t h a t t h e r e e x i s t s a s e t o f u n i q u e l y 

i d e n t i f y i n g c h a r a c t e r i s t i c s o f c h r o n i c c a l l e r s a s s o c i a t e d w i t h 

t h e f r e q u e n c y and d u r a t i o n o f t h e i r c o n t a c t w i t h c r i s i s l i n e s . 

T h i s a s s u m p t i o n i s i d e n t i c a l i n c o n c e p t t o t h e u n d e r s t a n d i n g t h a t 

t h e f r e q u e n c y o f s e x c a l l e r t e l e p h o n e c o n t a c t r e l a t e s u n i q u e l y t o 

t h e i d e n t i f i e d c h a r a c t e r i s t i c s o f s e x u a l a d d i c t i o n and t h e need 

f o r s e x u a l s t i m u l a t i o n (Carnes, 1983/ Wark, 1984). 

/Another r e s e a r c h l i m i t a t i o n was t h e i n c o m p l e t e p a r t i c i p a t i o n 

o f t e l e p h o n e w o r k e r s f o r r e c r u i t i n g c h r o n i c c a l l e r s . Not a l l 

t e l e p h o n e c o u n s e l l o r s a s k e d t o a s s i s t f e l t c o m f o r t a b l e w i t h t h e 

s t u d y . Those t h a t d i d h e l p m i s s e d o p p o r t u n i t i e s t o r e q u e s t 

c h r o n i c c a l l e r s ' p a r t i c i p a t i o n because t h e w o r k e r s f o r g o t o r were 

on a t r a i n i n g s h i f t w i t h a n o t h e r t e l e p h o n e v o l u n t e e r . 

A d d i t i o n a l l y , sometimes t h e c i r c u m s t a n c e s a r o u n d r e c r u i t i n g t h e 

c a l l e r were n o t a p p r o p r i a t e , t h e c a l l e r d i s t r e s s e d o r a b u s i v e a t 

t h e t i m e o f t h e c a l l . (M. Chand, p e r s o n a l communication, O c t o b e r 
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4, 1994; D. K n i g h t , p e r s o n a l comrnunication, O c t o b e r 17, 1994 6; J . 

Rawlyns, p e r s o n a l communication, O c t o b e r 18, 1994) . However, t h e 

v o l u n t a r y p a r t i c i p a t i o n o f t h e t e l e p h o n e w o r k e r s r e m a i n e d t h e 

most a p p r o p r i a t e t o r e duce w o r k e r unease and r e s i s t a n c e t o t h e 

r e s e a r c h . 

An a d d i t i o n a l l i m i t a t i o n was t h e t i m e o f y e a r . C r i s i s l i n e 

c a l l s o f t e n d r o p o f f o v e r t h e summer months. F u r t h e r , w i t h t h e 

warm, sunny weather, c a l l s a l s o d e c l i n e (M. Chand, p e r s o n a l 

communication, O c t o b e r 4, 1994; J . Rawlyns, p e r s o n a l 

communication, O c t o b e r 18, 1994). W i t h t h e s e i n f l u e n c e s , t h e 

r e c r u i t m e n t o p p o r t u n i t i e s f o r c h r o n i c c a l l e r s a l s o d e c l i n e d . 

A l i m i t a t i o n a l s o was t h e s m a l l p o p u l a t i o n o f c h r o n i c 

c a l l e r s t h a t e x i s t e d w i t h i n m e t r o p o l i t a n Vancouver and t h e F r a s e r 

V a l l e y r e g i o n . P r e v i o u s s t u d i e s o f c h r o n i c c a l l e r s have 

c o n s i s t e n t l y e x p e r i e n c e d s m a l l s u b j e c t p o o l s . L e s t e r and 

Brockopp (1970) i d e n t i f i e d 24 c h r o n i c c a l l e r s t o t h e S u i c i d e 

P r e v e n t i o n and C r i s i s S e r v i c e o f E r i e County from O c t o b e r 31, 

1968, t o June 30, 1969. G r e e r (1976) i d e n t i f i e d 37 c h r o n i c 

c a l l e r s t e l e p h o n i n g two o r more y e a r s t o t h e San J o s e S u i c i d e and 

C r i s i s S e r v i c e . Sawyer and Jameton (1979) i d e n t i f i e d 67 c h r o n i c 

c a l l e r s t o t h e C l e v e l a n d S u i c i d e P r e v e n t i o n C e n t e r s o v e r a 9-year 

p e r i o d . F o r t h i s s t u d y , o n l y 38 c h r o n i c c a l l e r s were i d e n t i f i e d 

as p o t e n t i a l p a r t i c i p a n t s i n t h e r e s e a r c h b y t h e f o u r 

p a r t i c i p a t i n g t e l e p h o n e c r i s i s c e n t r e s . T h e r e f o r e , t h i s s m a l l 

number o f c h r o n i c c a l l e r s l o c a l l y c o u l d have y i e l d e d a l i m i t e d 

s e t o f i d e n t i f i e d c h a r a c t e r i s t i c s f o r c h r o n i c c a l l e r s t o 
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t e l e p h o n e c r i s i s i n t e r v e n t i o n c e n t r e s . A l s o , t h e r e s u l t s o f t h e 

s t u d y may n o t g e n e r a l i z e t o o t h e r c h r o n i c c a l l e r p o p u l a t i o n s i n 

r e g i o n s o u t s i d e t h e Lower M a i n l a n d and F r a s e r V a l l e y . 

D e f i n i t i o n s 

The r e s e a r c h e r s t u d i e d t h o s e c a l l e r s i d e n t i f i e d as c h r o n i c 

c a l l e r s b y t h e a d m i n i s t r a t i o n s o f t h e d i s t r e s s and c r i s i s 

i n t e r v e n t i o n s e r v i c e s . These c e n t r e s i d e n t i f y c h r o n i c c a l l e r s 

t h r o u g h a l i s t o f c r i t e r i a . No s i n g l e c h a r a c t e r i s t i c i s 

s u f f i c i e n t f o r i d e n t i f i c a t i o n . R a t h e r , t h e i d e n t i f i c a t i o n o f 

c h r o n i c c a l l e r s r e q u i r e s a c o m b i n a t i o n o f f a c t o r s . Commonly, 

t h e c r i t e r i a u s e d i n t h e i d e n t i f i c a t i o n o f c h r o n i c c a l l e r s a r e : 

(1) f r e q u e n c y o f c o n t a c t , r a n g i n g anywhere from once weekly, t o 

t h r e e t i m e s d a i l y , t o t h r e e t i m e s p e r s h i f t ; (2) d u r a t i o n o f 

o n g o i n g c o n t a c t , u s u a l l y o v e r s e v e r a l months; (3) t h e r e i s an 

absence o f a c r i s i s o r emergency; (4) t h e event o r s t r e s s o r 

p r e c i p i t a t i n g t h e c a l l i s u n c l e a r ; (5) immediate a c t i o n o r 

d e c i s i o n making by t h e c a l l e r r a r e l y o c c u r s ; (6) t h e p e r s o n i s 

u n r e c e p t i v e and r e l u c t a n t t o a c c e p t i n t e r v e n t i o n s , encouragement, 

o r d e v e l o p a c t i o n p l a n s ; t h e r e f o r e , a s s i s t a n c e u s u a l l y i s "yes, 

b u t . . . " and r e j e c t e d ; (7) o f t e n t h e p e r s o n c a l l s f o r s o c i a l 

s u p p o r t and t o meet h i s o r h e r need f o r c o n t a c t ; and (8) t h e 

c a l l e r i s v e r y d i f f i c u l t t o t e r m i n a t e (Chimo P e r s o n a l D i s t r e s s 

I n t e r v e n t i o n S e r v i c e s i n Richmond, 1993; L a n g l e y F a m i l y S e r v i c e s 

A s s o c i a t i o n , 1993). 

Q u e s t i o n s 

The r e s e a r c h e r chose a q u a l i t a t i v e method t o i n v e s t i g a t e t h e 
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c h a r a c t e r i s t i c s o f c h r o n i c c a l l e r s . There a r e two approaches t o 

q u a l i t a t i v e methodology. On one s i d e , t h e r e s e a r c h e r s 

i n v e s t i g a t e t h e phenomenon o f i n t e r e s t w i t h a more l o o s e l y 

s t r u c t u r e d , emergent, i n d u c t i v e l y "grounded" a p p r o a c h t o 

g a t h e r i n g d a t a . The most i m p o r t a n t r e s e a r c h q u e s t i o n s and t h e 

c o n c e p t u a l framework t h a t r e l a t e t h e v a r i o u s f a c t o r s o r v a r i a b l e s 

o f t h e r e s e a r c h a r e a emerge as t h e i n v e s t i g a t i o n p r o c e e d s . On 

t h e o t h e r s i d e , r e s e a r c h e r s l o o k t o c o n f i r m and expand on a 

n e a r l y c o m p l e t e t h e o r y o r s e t o f h y p o t h e s e s . They w o u l d s t a r t 

t h e i n v e s t i g a t i o n w i t h a s t r u c t u r e d i n s t r u m e n t , l i k e a 

q u e s t i o n n a i r e o r s e t i n t e r v i e w format, t o a d d r e s s t h e s p e c i f i c 

r e s e a r c h q u e s t i o n s a r i s i n g f r om t h e c o n c e p t u a l framework. 

F o r t h i s s t u d y t h e p r i n c i p a l i n v e s t i g a t o r t o o k t h e m i d d l e 

ground between t h e extremes o f q u a l i t a t i v e methodology. C h r o n i c 

c a l l e r s a r e n o t a new phenomenon. Some c h a r a c t e r i s t i c s a r e w e l l 

known and r e s e a r c h e d . O t h e r s a r e s p e c u l a t i v e , b a s e d on 

e x p e r i e n c e and anecdote o f c r i s i s l i n e w o r k e r s and 

a d m i n i s t r a t o r s . U n f o r t u n a t e l y , most o f t h i s i n f o r m a t i o n i s 

d a t e d , and t h a t w h i c h i s c u r r e n t d e a l s w i t h c h r o n i c c a l l e r 

management, n o t c h a r a c t e r i s t i c s . T h e r e f o r e , t h e r e s e a r c h was 

d e s i g n e d t o " c o n f i r m " t h o s e a l r e a d y i d e n t i f i e d c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s , t o b u i l d on t h e e x i s t i n g r e s e a r c h , and t o 

d i s c o v e r p o s s i b l e a s s o c i a t i o n s between i d e n t i f i e d c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s . 

From t h e o u t s e t a b a s i c c o n c e p t u a l framework and i n f o r m a t i o n 

base on c h r o n i c c a l l e r s was u s e d t o draw o u t r e s e a r c h q u e s t i o n s . 
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The r e s e a r c h q u e s t i o n s were framed t o seek s p e c i f i c d a t a t o 

su p p o r t and expand on t h e c h a r a c t e r i s t i c s o f c h r o n i c c a l l e r s , and 

t o i n v e s t i g a t e a s s o c i a t i o n s among t h e s e c h a r a c t e r i s t i c s . 

F u r t h e r , because t h e r e s e a r c h i n v o l v e d o b t a i n i n g i n f o r m a t i o n f rom 

m u l t i p l e s u b j e c t s , t h e p r i n c i p a l i n v e s t i g a t o r wanted r e s e a r c h 

q u e s t i o n s t o c o l l e c t s e l e c t i v e and s i m i l a r d a t a f o r c o m p a r i s o n 

a c r o s s s u b j e c t s . However, o t h e r d a t a was n o t i g n o r e d t h a t went 

beyond t h e o r i g i n a l r e s e a r c h q u e s t i o n s , c o n t r a d i c t e d t h e o r i g i n a l 

c o n c e p t u a l framework, o r c h a l l e n g e d e x i s t i n g i n f o r m a t i o n . 

F o r t h e s t u d y , t h e major g l o b a l q u e s t i o n s g u i d i n g t h e 

r e s e a r c h were: (a) What a r e t h e i d e n t i f y i n g c h a r a c t e r i s t i c s o f 

c h r o n i c c a l l e r s t o t e l e p h o n e c r i s i s i n t e r v e n t i o n c e n t r e s ? and (b) 

What a r e t h e p o s s i b l e a s s o c i a t i o n s between t h e s e i d e n t i f i e d 

c h a r a c t e r i s t i c s and t h e f r e q u e n c y and d u r a t i o n o f c o n t a c t by 

c h r o n i c c a l l e r s t o t e l e p h o n e c r i s i s i n t e r v e n t i o n c e n t r e s ? More 

s p e c i f i c a l l y , t h e f o l l o w i n g l i s t r e p r e s e n t s t h e b a s i c r e s e a r c h 

q u e s t i o n s f o r t h e s p e c i f i c i n t e r v i e w q u e s t i o n s u s e d i n t h e s t u d y : 

1. What i s t h e r e g u l a r i t y o f c o n t a c t w i t h c r i s i s l i n e s o f 

c h r o n i c c a l l e r s ? 

2. What i s t h a t c o n t a c t l i k e f o r t h e c h r o n i c c a l l e r s ? 

3. What i s t h e c r i s i s l i n e s 1 impact on t h e c h r o n i c c a l l e r s ' 

l i v e s ? 

4. What pu r p o s e does t h e c r i s i s l i n e s e r v e f o r t h e c h r o n i c 

c a l l e r s ? 

5. What i s t h e c h r o n i c c a l l e r s ' c o n t a c t w i t h o t h e r community 

s e r v i c e s ? 
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6. What has been t h e c a l l e r s ' e x p e r i e n c e s w i t h c o u n s e l l i n g , 

t h e r a p y o r o t h e r t r e a t m e n t ? 

7. What i s t h e c h r o n i c c a l l e r s ' s u p p o r t network l i k e , b o t h 

p a s t and p r e s e n t , i n v o l v i n g f a m i l y and f r i e n d s ? 

8. What were some major f a m i l y changes t h a t i n f l u e n c e d t h e 

c a l l e r s ' l i v e s ? 

9. What were t h e a l c o h o l and o t h e r d r u g h i s t o r y and m e n t a l 

h e a l t h h i s t o r y o f t h e c a l l e r s ' f a m i l i e s ? 

10. What i s t h e c h r o n i c c a l l e r s ' s u i c i d e h i s t o r y ? 

11. What a r e t h e c a l l e r s ' c u r r e n t and p a s t e x p e r i e n c e s w i t h 

t h e i r own m e n t a l h e a l t h ? 

12. What a r e t h e c a l l e r s ' c u r r e n t and p a s t e x p e r i e n c e s 

around t h e i r own s u b s t a n c e use? 

V 
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Method 

T h i s r e s e a r c h was a d e s c r i p t i v e s t u d y t h a t e x p e c t e d t o l e n d 

s u p p o r t t o p r e v i o u s l y i d e n t i f i e d c h a r a c t e r i s t i c s and t o i d e n t i f y 

f u r t h e r c h r o n i c c a l l e r c h a r a c t e r i s t i c s . A l s o , t h e s t u d y was 

d e s i g n e d t o d i s c o v e r some p o s s i b l e a s s o c i a t i o n s t h a t e x i s t 

between t h e i d e n t i f y i n g c h a r a c t e r i s t i c s o f c h r o n i c c a l l e r s . 

P r o c e d u r e 

A q u a l i t a t i v e r e s e a r c h a p p r o a c h was chosen t o p r o v i d e 

d e s c r i p t i v e d e p t h and d e t a i l t h a t would f a c i l i t a t e t h e 

i d e n t i f i c a t i o n o f c h r o n i c c a l l e r c h a r a c t e r i s t i c s and t h e p o s s i b l e 

a s s o c i a t i o n s between t h e s e c h a r a c t e r i s t i c s . A l s o , a q u a l i t a t i v e 

method was u s e d t o h e l p move beyond t h e u s u a l c r i s i s l i n e l o g 

sh e e t r e v i e w f o r c h r o n i c c a l l e r s and i n v e s t i g a t e t h e s e c a l l e r s 

w i t h a r a r e l y u s e d i n - d e p t h i n t e r v i e w . 

Telephone i n t e r v i e w s were conducted. T h i s method was 

s e l e c t e d t o h e l p a v o i d t h e h e s i t a n c y and r e l u c t a n c e o f c a l l e r s 

w i t h f a c e - t o - f a c e communication (Murphy e t a l . , 1969). Second, 

t h e t e l e p h o n e i s t h e u s u a l and " n a t u r a l " communication medium f o r 

t h e c h r o n i c c a l l e r s . The t e l e p h o n e i n t e r v i e w a l l o w e d f o r a more 

a p p r o p r i a t e and c o m f o r t a b l e environment f o r t h e c a l l e r and t h e 

i n t e r v i e w e r o v e r p r e v i o u s r e s e a r c h w i t h i n - p e r s o n i n t e r v i e w s 

(Murphy e t a l . , 1969). L a s t l y , t h e t e l e p h o n e i n t e r v i e w p r o v i d e d 

f o r t h e s e c u r i t y o f t h e c a l l e r and t h e i n t e r v i e w e r (Murphy e t 

a l . , 1969) . 

Sa m p l i n g 

The f i r s t s t e p was t o e n l i s t t h e c o o p e r a t i o n o f f o u r 



t e l e p h o n e c r i s i s c e n t r e s i n t h e Lower M a i n l a n d and F r a s e r V a l l e y -

r e g i o n . The p r i n c i p a l i n v e s t i g a t o r o b t a i n e d t h e i r c o n s e n t a f t e r 

a d d r e s s i n g t h e i r c o n c e r n s a r o u n d p a r t i c i p a t i o n i n t h e r e s e a r c h . 

The a d m i n i s t r a t i v e s t a f f a t two c e n t r e s n e g o t i a t e d p a r t i c u l a r 

c o n d i t i o n s f o r t h e i r p a r t i c i p a t i o n a r o u n d t h e p r o c e d u r e s f o r 

s c h e d u l i n g s u b j e c t i n t e r v i e w s and t h e p a r t i c i p a t i o n o f t h e i r 

t e l e p h o n e w o r k e r s . These c o n d i t i o n s a r e d e l i n e a t e d b e l o w where 

a p p r o p r i a t e . 

The n e x t s t e p was t o o b t a i n e t h i c a l a p p r o v a l f r o m t h e 

U n i v e r s i t y o f B r i t i s h Columbia. The a d m i n i s t r a t i v e s t a f f o f t h e 

p a r t i c i p a t i n g c r i s i s l i n e s p r o v i d e d c o n s e n t l e t t e r s f o r t h e 

p r i n c i p a l i n v e s t i g a t o r t o conduct t h e r e s e a r c h t h r o u g h t h e i r 

programs. These c o n s e n t l e t t e r s and t h e "Request f o r E t h i c a l 

Review," i n c l u d i n g p r o p o s e d p r o t o c o l s f o r r e q u e s t i n g t h e 

p a r t i c i p a t i o n o f c a l l e r s and t h e i n t e r v i e w , were s e n t t o t h e 

B e h a v i o u r i a l S c i e n c e s S c r e e n i n g Committee f o r R e s e a r c h I n v o l v i n g 

Human S u b j e c t s a t t h e U n i v e r s i t y o f B r i t i s h C olumbia O f f i c e o f 

R e s e a r c h S e r v i c e s . Once t h e e t h i c a l a p p r o v a l was r e c e i v e d , t h e 

" C e r t i f i c a t e o f A p p r o v a l " was p r e s e n t e d t o t h e p a r t i c i p a t i n g 

t e l e p h o n e c r i s i s c e n t r e s . The a d m i n i s t r a t i v e s t a f f a t t h e c r i s i s 

l i n e s t h e n began t o r e q u e s t t h e p a r t i c i p a t i o n o f t h e i r t e l e p h o n e 

w o r k e r s . 

The t h i r d s t e p was t o e n l i s t t h e c o o p e r a t i o n o f t h e 

t e l e p h o n e w o r k e r s , who were a s k e d t o r e c r u i t s u b j e c t s f o r t h e 

s t u d y . The c r i s i s l i n e w o r k e r s a t t h e p a r t i c i p a t i n g t e l e p h o n e 

c e n t r e s were approached i n two ways: (1) b y g e n e r a l announcement 
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t o a l l t e l e p h o n e w o r k e r s r e q u e s t i n g t h e i r a s s i s t a n c e i n 

r e c r u i t i n g c h r o n i c c a l l e r s t o t h e s t u d y , and ( 2 ) b y s p e c i f i c 

r e q u e s t t o t h o s e t e l e p h o n e w o r k e r s b e l i e v e d c o n f i d e n t and s k i l l e d 

enough b y t h e c r i s i s c e n t r e s 1 a d m i n i s t r a t i o n s t o r e q u e s t t h e 

c a l l e r s ' p a r t i c i p a t i o n . A d m i n i s t r a t i v e s t a f f a t two c e n t r e s made 

a g e n e r a l announcement t o t h e i r t e l e p h o n e w o r k e r s f o r t h e i r 

a s s i s t a n c e . The a d m i n i s t r a t i v e s t a f f a t one c e n t r e approached 

i t s t e l e p h o n e v o l u n t e e r s u s i n g b o t h methods. The a d m i n i s t r a t i v e 

s t a f f a t t h e o t h e r c e n t r e r e q u e s t e d s p e c i f i c w o r k e r s t o 

p a r t i c i p a t e i n t h e r e s e a r c h . The t e l e p h o n e w o r k e r s ' 

p a r t i c i p a t i o n was v o l u n t a r y a t a l l c e n t r e s . 

The l a s t s t e p was t o r e c r u i t s u b j e c t s ( c h r o n i c c a l l e r s t o 

t h e c r i s i s l i n e s ) . Those c a l l e r s i d e n t i f i e d as c h r o n i c c a l l e r s 

by t h e c r i s i s l i n e s ' a d m i n i s t r a t i o n s ' c r i t e r i a were sampled (see 

" D e f i n i t i o n s " s e c t i o n e a r l i e r ) , . The c r i s i s c e n t r e s e x c l u d e d f rom 

s a m p l i n g i d e n t i f i e d s e x c a l l e r s and t h o s e c h r o n i c c a l l e r s deemed 

t o o p s y c h i a t r i c a l l y i m p a i r e d t o p a r t i c i p a t e i n t h e r e s e a r c h . 

P a r t i c i p a t i n g t e l e p h o n e w o r k e r s r e a d v e r b a t i m f rom a 

p r e p a r e d p r o t o c o l t o i n t r o d u c e t h e s t u d y t o t h e c a l l e r s (see 

A p p e n d i x B f o r t h e p r o t o c o l t o r e q u e s t c a l l e r p a r t i c i p a t i o n ) . 

Because a n o n y m i t y i s an i m p o r t a n t a s p e c t o f t h e s e r v i c e p r o v i d e d 

b y t e l e p h o n e s u i c i d e p r e v e n t i o n and c r i s i s i n t e r v e n t i o n s e r v i c e s , 

a p r o c e d u r e was p r o v i d e d t h a t a l l o w e d f o l l o w - u p a c c e s s t o t h e 

c a l l e r s w i t h o u t v i o l a t i n g t h e t e l e p h o n e v o l u n t e e r s ' and t h e 

c a l l e r s ' r i g h t s t o anonymity. A t t h e c o n c l u s i o n o f t h e c a l l , t h e 

t e l e p h o n e w o r k e r f i r s t a s k e d t h e c a l l e r i f he o r she had c a l l e d 
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t h e c r i s i s l i n e b e f o r e . I f t h e c a l l e r s e l f - i d e n t i f i e d as a 

r e t u r n c a l l e r , t h e worke r e x p l a i n e d t h e pur p o s e o f t h e s t u d y - t o 

u n d e r s t a n d b e t t e r r e p e a t and f r e q u e n t c a l l e r s and t h e i r r e s p o n s e 

t o t h e s e r v i c e p r o v i d e d t o them. The t e l e p h o n e w o r k e r t h e n a s k e d 

t h e c a l l e r s i f t h e y were w i l l i n g t o p a r t i c i p a t e i n a t e l e p h o n e 

i n t e r v i e w l a t e r o u t s i d e t h e c r i s i s c e n t r e e n v i r o n m e n t . 

When c a l l e r s a g r e e d t o p a r t i c i p a t e , t h e y n e g o t i a t e d an 

a v a i l a b l e i n t e r v i e w t i m e , gave a name f o r t h e i n t e r v i e w , and 

a r r a n g e d who w o u l d t e l e p h o n e whom a t t h e t i m e o f t h e i n t e r v i e w . 

When no i n t e r v i e w t i m e c o u l d be s c h e d u l e d from t h o s e a v a i l a b l e , 

t h e t e l e p h o n e w o r k e r gave t h e c a l l e r s t h e p r i n c i p a l 

i n v e s t i g a t o r ' s t e l e p h o n e number and a s k e d them t o a r r a n g e an 

i n t e r v i e w d i r e c t l y . I f t h e c a l l e r s a g r e e d t o be c o n t a c t e d f o r 

t h e i n t e r v i e w , t h e c r i s i s l i n e w o r k e r t o o k a t e l e p h o n e number 

where t h e c a l l e r c o u l d be r e a c h e d f o r t h e i n t e r v i e w . I f c a l l e r s 

a g r e e d t o c o n t a c t t h e r e s e a r c h i n t e r v i e w e r t h e m s e l v e s a t t h e 

i n t e r v i e w t i m e , t h e worke r gave them t h e t e l e p h o n e number f o r t h e 

c o n t a c t . The t e l e p h o n e w o r k e r r e c o r d e d a l l t h i s i n f o r m a t i o n on 

t h e i n t e r v i e w s c h e d u l e s h e e t . 

One c r i s i s l i n e ' s a d m i n i s t r a t i o n was u n c o m f o r t a b l e w i t h 

s c h e d u l i n g i n t e r v i e w t i m e s f o r s u b j e c t s . /Another c r i s i s c e n t r e ' s 

a d m i n i s t r a t i o n c o u l d n o t communicate t h e c h r o n i c c a l l e r i n t e r v i e w 

s c h e d u l e t o a l l t h e i r p a r t i c i p a t i n g t e l e p h o n e w o r k e r s and 

d e c l i n e d b o o k i n g i n t e r v i e w t i m e s f o r t h e c a l l e r s . F o r t h e s e 

c r i s i s l i n e s , t h e p r o t o c o l f o r r e q u e s t i n g t h e c a l l e r s ' 

p a r t i c i p a t i o n was a l t e r e d (see A p p e n d i x C f o r t h e r e v i s e d 
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p r o t o c o l t o r e q u e s t c a l l e r p a r t i c i p a t i o n w i t h o u t t h e t e l e p h o n e 

w o r k e r s s c h e d u l i n g i n t e r v i e w s ) . The p r o t o c o l e x c l u d e d t h e 

s c h e d u l i n g o f i n t e r v i e w s and i n c l u d e d g i v i n g o u t t h e p r i n c i p a l 

i n v e s t i g a t o r ' s t e l e p h o n e number so t h a t t h e c a l l e r s c o u l d a r r a n g e 

t h e i n t e r v i e w d i r e c t l y . 

C a l l e r P a r t i c i p a t i o n 

The f o u r p a r t i c i p a t i n g t e l e p h o n e c r i s i s c e n t r e s i d e n t i f i e d 

38 p o t e n t i a l l y d i f f e r e n t c h r o n i c c a l l e r s w i t h i n t h e Lower 

M a i n l a n d and F r a s e r V a l l e y a r e a . Those c a l l e r s l i s t e d b y more 

t h a n one c r i s i s l i n e were c o u n t e d o n l y once, assuming t h a t t h e 

c a l l e r s u s e d t h e same name t o i d e n t i f y t h e m s e l v e s a t t h e v a r i o u s 

c e n t r e s . A l l t h e s e i n d i v i d u a l s were c u r r e n t c a l l e r s t o t h e s e 

c r i s i s l i n e s . 

S i x t e e n (42%) o f t h e 38 c a l l e r s were n o t r e q u e s t e d t o 

p a r t i c i p a t e i n t h e r e s e a r c h . These c a l l e r s e i t h e r d i d n o t 

t e l e p h o n e t h e p a r t i c i p a t i n g c r i s i s l i n e s d u r i n g t h e p e r i o d o f 

s u b j e c t r e c r u i t m e n t , o r t h e y were m i s s e d by p a r t i c i p a t i n g 

t e l e p h o n e w o r k e r s f o r s u b j e c t r e c r u i t m e n t . 

Twenty-two (58%) o f t h e 38 c a l l e r s were r e q u e s t e d t o 

p a r t i c i p a t e i n t h e r e s e a r c h . Three o f t h e s e c a l l e r s d e c l i n e d t o 

p a r t i c i p a t e . Three o t h e r c a l l e r s were u n c e r t a i n whether t h e y 

w ould p a r t i c i p a t e . The r e m a i n i n g s i x t e e n c a l l e r s (42%) t h a t were 

r e q u e s t e d t o p a r t i c i p a t e a g r e e d t o be. i n t e r v i e w e d f o r t h e s t u d y . 

N i n e o f t h e s e 16 c a l l e r s c o m p l e t e d t h e c o n t a c t w i t h t h e 

p r i n c i p a l i n v e s t i g a t o r f o r an i n t e r v i e w . One o f t h e s e c a l l e r s 

was n o t a p p r o p r i a t e . T h i s c a l l e r i n d i c a t e d a s e v e r e p s y c h i a t r i c 
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impairment and s u f f i c i e n t s e x c a l l e r c h a r a c t e r i s t i c s t o be 

e x c l u d e d from t h e s t u d y . E i g h t c a l l e r s (21%) o f t h e 38 p o t e n t i a l 

c a l l e r s were i n t e r v i e w e d and i n c l u d e d i n t h e r e s e a r c h d a t a base. 

Data C o l l e c t i o n 

I n i t i a l l y d a t a c o l l e c t i o n began b y n e g o t i a t i n g a c c e s s t o 

f o u r t e l e p h o n e c r i s i s c e n t r e s . The t e l e p h o n e w o r k e r s i n t e r e s t e d 

i n r e c r u i t i n g c a l l e r s f o r t h e s t u d y had t h e p u r p o s e o f t h e s t u d y 

e x p l a i n e d t o them i n - p e r s o n and t h r o u g h i n f o r m a t i o n s h e e t s . The 

t e l e p h o n e c o u n s e l l o r s , who a g r e e d t o p a r t i c i p a t e , r e c e i v e d t h e 

p r o t o c o l f o r p r e s e n t i n g t h e r e q u e s t f o r p a r t i c i p a t i o n o f r e t u r n 

c a l l e r s . They t h e n r e v i e w e d and p r a c t i c e d t h e p r o t o c o l . Once on 

t h e i r t e l e p h o n e s h i f t , t h e w o r k e r r e a d t h e p r o t o c o l v e r b a t i m t o 

t h e i r c e n t r e ' s i d e n t i f i e d c h r o n i c c a l l e r s , a s k i n g t h e c a l l e r s f o r 

t h e i r p a r t i c i p a t i o n . I f c a l l e r s a g r e e d t o p a r t i c i p a t e , t h e 

t e l e p h o n e w o r k e r s c h e d u l e d an i n t e r v i e w t i m e o r gave t h e c a l l e r s 

a t e l e p h o n e number t o book an i n t e r v i e w t i m e t h e m s e l v e s . I f t h e 

c a l l e r s d i d n o t w i s h t o p a r t i c i p a t e , t h e w o r k e r r e c o r d e d t h e 

c a l l e r ' s d e s i r e n o t t o p a r t i c i p a t e so o t h e r w o r k e r s d i d n o t a s k 

t h e c a l l e r a g a i n . 

The p r i n c i p a l i n v e s t i g a t o r c o n d u c t e d t h e i n t e r v i e w s . Once 

c o n t a c t e d , t h e p a r t i c i p a t i n g c a l l e r s a g a i n had t h e p u r p o s e o f t h e 

s t u d y e x p l a i n e d t o them and t h e i r d e s i r e t o p a r t i c i p a t e c o n f i r m e d 

(see A p p e n d i x D f o r t h e p r o t o c o l t o c o n f i r m c a l l e r 

p a r t i c i p a t i o n ) . 

The c a l l e r s were a s k e d t o r e s p o n d t o q u e s t i o n s f r o m a 

s t a n d a r d i z e d i n t e r v i e w f o r m a t . The i n t e r v i e w q u e s t i o n s were 
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d e r i v e d i n i t i a l l y f r o m g e n e r a l assessment i n t e r v i e w f o r m a t s , 

p r e v i o u s c h r o n i c c a l l e r r e s e a r c h , and t h e a d m i n i s t r a t i o n 

p e r s o n n e l o f t h e c r i s i s l i n e s . From a d i a l o g u e w i t h t h e c r i s i s 

l i n e s ' a d m i n i s t r a t i o n s and i n f o r m a t i o n on q u a l i t a t i v e 

i n t e r v i e w i n g ( P a t t o n , 1990), an i n i t i a l s t a n d a r d i z e d i n t e r v i e w 

f ormat r e s u l t e d . 

The r e s e a r c h e r r o l e - p l a y e d t h e p r o t o c o l s and i n t e r v i e w 

f ormat t o p r e t e s t t h e i t e m s and t r y t o a n t i c i p a t e how a c t u a l 

c a l l e r s m i g h t r e a c t t o t h e p r o c e d u r e . Changes were made as a 

r e s u l t o f t h e p r e t e s t i n t h e i n t e r v i e w p r o t o c o l s and s t a n d a r d i z e d 

i n t e r v i e w f o r m a t . Some q u e s t i o n s were reworded f o r c l a r i t y . The 

i n t e r v i e w p r o t o c o l a l s o was s h o r t e n e d t o re d u c e t h e p o s s i b i l i t y 

o f s u b j e c t f a t i g u e d u r i n g i n t e r v i e w i n g . 

A o n e - s u b j e c t p i l o t s t u d y was t h e n c o n d u c t e d t o t e s t f u r t h e r 

t h e q u e s t i o n s and t h e i n t e r v i e w p r o t o c o l l e n g t h w i t h a n a c t u a l 

c a l l e r . As a r e s u l t o f t h e t e s t i n t e r v i e w , one q u e s t i o n was 

m o d i f i e d f o r g r e a t e r ease o f u n d e r s t a n d i n g b y c a l l e r s and t o a s k 

more c l e a r l y t h e i r r e a s o n s f o r c o n t a c t i n g c r i s i s l i n e s . Three 

o t h e r f o l l o w - u p s o r s u b - q u e s t i o n s were e l i m i n a t e d w h i c h y i e l d e d 

no i n f o r m a t i o n o r seemed t o o c o n f u s i n g . L a s t l y , t h e s c h e d u l e d 

i n t e r i m summaries were dropped from t h e i n t e r v i e w p r o t o c o l t o 

red u c e t h e i n t e r v i e w t i m e . 

Q u e s t i o n s on t h e f i n a l i n t e r v i e w format a d d r e s s e d two a r e a s . 

F i r s t was t h e c a l l e r s ' e x p e r i e n c e s w i t h c r i s i s l i n e s e r v i c e s : t h e 

f r e q u e n c y and n a t u r e o f t h e i r c o n t a c t s , and t h e i r e x p e r i e n c e and 

c o n t a c t s w i t h o t h e r community s e r v i c e s . Second was t h e i r l i f e 
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e x p e r i e n c e : m e n t a l h e a l t h and s u b s t a n c e use, t h e i r s u p p o r t 

network o f f a m i l y and f r i e n d s , and a b r i e f h i s t o r y o f m a j o r 

f a m i l y e v e n t s (see A p p e n d i x E f o r s t a n d a r d i z e d i n t e r v i e w 

f o r m a t ) . 

A r e q u e s t was made t o t a p e r e c o r d t h e i n t e r v i e w s w i t h t h e 

c a l l e r s . N otes a l s o were t a k e n w i t h t h e s t a n d a r d i z e d i n t e r v i e w 

format as g u i d e . Because some c a l l e r s d e c l i n e d t o be t a p e d , 

t h e s e n o t e d were " f l e s h e d o u t " a t t h e c o m p l e t i o n o f t h e i n t e r v i e w 

and t r a n s c r i b e d f o r d a t a a n a l y s i s . I f t h e c a l l e r a g r e e d t o t a p e 

r e c o r d i n g , t h e i n t e r v i e w was t r a n s c r i b e d f o r l a t e r d a t a a n a l y s i s . 

V a l i d a t i o n o f I n t e r v i e w D a t a 

The v a l i d i t y and q u a l i t y o f t h e i n t e r v i e w d a t a were ch e c k e d 

w i t h t h e c a l l e r s . A l l 8 s u b j e c t s a g r e e d t o a f o l l o w - u p c o n t a c t 

t o check t h e a c c u r a c y o f t h e i n f o r m a t i o n p r o v i d e d . S i x a g r e e d t o 

t h e r e s e a r c h e r t e l e p h o n i n g them. The o t h e r two s u b j e c t s 

s c h e d u l e d a phone back t i m e when t h e y c o n t a c t e d t h e r e s e a r c h e r . 

The r e s e a r c h e r o n l y o b t a i n e d f o l l o w - u p c o n f i r m a t i o n o f t h e 

i n t e r v i e w i n f o r m a t i o n w i t h 5 s u b j e c t s . One s u b j e c t c o u l d n o t be 

r e a c h e d ; a n o t h e r d i d n o t complete t h e s c h e d u l e d c a l l back. The 

r e m a i n i n g s u b j e c t c o m p l e t e d t h e c a l l back, b u t was i n t h e m i d s t 

o f d e a l i n g w i t h a p e r s o n a l c r i s i s , and chose n o t t o do t h e 

f o l l o w - u p check o f t h e i n t e r v i e w d a t a . 

The r e s e a r c h e r r e a d t o t h e s u b j e c t s a d e t a i l e d i n t e r v i e w 

summary a t t h e f o l l o w - u p . The s u b j e c t s were a s k e d t o add o r 

c o r r e c t any i n f o r m a t i o n from t h e summary. 

A l l c a l l e r s were v e r y d i r e c t and e x a c t i n g t o c l a r i f y and 
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c o r r e c t any i n f o r m a t i o n t h a t was n o t p r e c i s e t o t h e i r e x p e r i e n c e . 

A l l c a l l e r s p r o v i d e d a d d i t i o n a l i n f o r m a t i o n t o e n l a r g e on some 

p o i n t s i n t h e i r summaries. No more t h a n t h r e e p o i n t s i n any one 

summary needed c o r r e c t i o n s o r c l a r i f i c a t i o n . O v e r a l l , a l l 

s u b j e c t s s a i d t h e summaries were a c c u r a t e and r e f l e c t e d what t h e y 

had s a i d . 

D a t a A n a l y s i s 

Because t h e i n v e s t i g a t i o n o f c h r o n i c c a l l e r c h a r a c t e r i s t i c s 

s t a r t e d w i t h t h e p r e v i o u s r e s e a r c h f i n d i n g s , t h e q u a l i t a t i v e 

r e s e a r c h method needed had t o p r o v i d e f o r t h e c o n f i r m a t i o n o f 

p r e v i o u s as w e l l as t h e d i s c o v e r y o f new c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s . The q u a l i t a t i v e method wanted a l s o had t o b e g i n 

d a t a a n a l y s i s w i t h t h e s t a n d a r d i z e d i n t e r v i e w q u e s t i o n s . 

F u r t h e r , t h e method o f d a t a a n a l y s i s w o u l d need t o p r o v i d e a 

s t r u c t u r e d , s y s t e m a t i c a p p r o a c h t o f i n d r e g u l a r i t i e s a c r o s s 

m u l t i p l e s u b j e c t s f r om t h e l a r g e amount o f i n t e r v i e w d a t a . 

L a s t l y , t h e d a t a a n a l y s i s method u s e d needed t o p r o v i d e a means 

t o compare t h e emerging r e g u l a r i t i e s w i t h one a n o t h e r t o d i s c o v e r 

p o s s i b l e a s s o c i a t i o n s among them, a l l o w i n g f o r t h e d i s p l a y o f 

t h e s e r e l a t i o n s h i p s . M i l e s and Huberman's (1984) method o f 

q u a l i t a t i v e a n a l y s i s b e s t f i t t h e needs o f d a t a a n a l y s i s . 

M i l e s and Huberman (1984) b e g i n t h e i r r e s e a r c h w i t h a 

g e n e r a l c o n c e p t u a l framework d e v e l o p e d f r om t h e c u r r e n t knowledge 

o f t h e r e s e a r c h a r e a . From t h e framework t h e y d r a f t a s e t o f 

r e s e a r c h q u e s t i o n s t o g u i d e t h e i n v e s t i g a t i o n . U s i n g b o t h t h e 

framework and r e s e a r c h q u e s t i o n s , t h e y t h e n d e v e l o p a 
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p r e s t r u c t u r e d format f o r d a t a c o l l e c t i o n , s u c h as i n t e r v i e w 

q u e s t i o n s . They t h e n use t h e p r e s t r u c t u r e d f o r m a t t o d e v e l o p a 

s e r i e s o f s t a r t - u p codes f o r a n a l y z i n g d a t a as t h e d a t a 

c o l l e c t i o n p r o c e e d s . 

M i l e s and Huberman (1984) engage i n d a t a a n a l y s i s t h r o u g h 

t h r e e s i m u l t a n e o u s c u r r e n t s o f a c t i v i t y : d a t a r e d u c t i o n , d a t a 

d i s p l a y , and c o n c l u s i o n d r a w i n g / v e r i f i c a t i o n . F o r them d a t a 

r e d u c t i o n b e g i n s w i t h t h e c o d i n g o f t h e d a t a t o i d e n t i f y emerging 

themes. The p u r p o s e i s t o b r i n g t o g e t h e r t h e volume o f d a t a i n 

an e f f i c i e n t and more manageable way, s y n t h e s i z i n g and d r a w i n g 

t o g e t h e r t h e most r e l e v a n t a s p e c t s o f t h e i n f o r m a t i o n . W h i l e 

c o d i n g , t h e y use m a r g i n a l comments t o r e c o r d t h e i r r e a c t i o n s and 

t h o u g h t s about t h e d a t a . L a t e r memos a r e w r i t t e n t o s t a r t t o 

combine t h e i n f o r m a t i o n b i t s i n t o l a r g e r and more encompassing 

c o n c e p t s , p a t t e r n s and a s s o c i a t i o n s . 

D a t a d i s p l a y t a k e s t h e r e d u c e d chunks o f i n f o r m a t i o n and 

shows them by code, theme o r p a t t e r n a c r o s s a l l s u b j e c t s . The 

d a t a i n t h i s s t r e a m o f a n a l y s i s i s f u r t h e r r e d u c e d and r e n d e r e d 

i n t o d i s p l a y f o r m a t s where new p a t t e r n s , themes o r a s s o c i a t i o n s 

between t h e d i f f e r e n t v a r i a b l e s c a n be v i e w e d a t a g l a n c e . The 

r e s e a r c h e r s use m a t r i c e s t o o r d e r t h e i n f o r m a t i o n b i t s i n t o 

g r i d s . They w o u l d s t a r t w i t h u n o r d e r e d m e t a - m a t r i x t o d i s p l a y 

a l l t h e r e d u c e d d a t a and b e g i n a d e s c r i p t i v e a n a l y s i s o f t h e 

i n f o r m a t i o n . They w o u l d move t h r o u g h v a r i o u s l e v e l s o f o r d e r and 

a n a l y s i s , e v e n t u a l l y t o a s u b j e c t - o r d e r e d p r e d i c t o r - o u t c o m e 

m a t r i x t o b e g i n an i n f e r e n t i a l l e v e l o f a n a l y s i s . A t t h i s p o i n t 
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t h e y w o u l d d i s c o v e r what f a c t o r s / v a r i a b l e s c o v a r y w i t h o t h e r 

f a c t o r s / v a r i a b l e s . 

D a t a d i s p l a y a l s o w o u l d i n c l u d e c a u s a l n e t w o r k s . C a u s a l 

n etworks l i n k t o g e t h e r t h e d i f f e r e n t v a r i a b l e s i n t o a c h a i n o f 

e v e n t s , a c t i v i t i e s and p r o c e s s e s i n f l u e n c i n g o r i n i t i a t i n g one 

a n o t h e r . 

I n t h e r e m a i n i n g d a t a a n a l y s i s s t r e a m o f c o n c l u s i o n 

d r a w i n g / v e r i f i c a t i o n , M i l e s and Huberman (1984) g e n e r a t e meaning 

from t h e d a t a and t e s t o r c o n f i r m t h e f i n d i n g s . They employ 

s e v e r a l s t r a t e g i e s f o r g e n e r a t i n g c o n c l u s i o n s f r o m t h e 

i n f o r m a t i o n , moving t h e a n a l y s i s from d e s c r i p t i o n t o e x p l a n a t i o n , 

and f rom t h e c o n c r e t e t o h i g h e r l e v e l s c o n c e p t u a l i z a t i o n and 

a b s t r a c t i o n . N o t i n g p a t t e r n s and themes, s e e i n g p l a u s i b i l i t y , 

and c l u s t e r i n g h e l p s t h e r e s e a r c h e r s d i s c o v e r w h i c h i n f o r m a t i o n 

groups w i t h o t h e r d a t a . Subsuming p a r t i c u l a r d a t a chunks i n t o a 

g e n e r a l c a t e g o r y , f a c t o r i n g , n o t i n g r e l a t i o n s between v a r i a b l e s , 

and f i n d i n g i n t e r v e n i n g v a r i a b l e s f a c i l i t a t e s i n g e n e r a t i n g 

h i g h e r l e v e l s o f a b s t r a c t i o n and t h e d i s c o v e r y o f r e l a t i o n s h i p s 

i n t h e d a t a . L a s t l y , b u i l d i n g a l o g i c a l c h a i n o f e v i d e n c e h e l p s 

t h e r e s e a r c h e r assemble a c o h e r e n t u n d e r s t a n d i n g o f t h e d a t a . 

The r e s e a r c h e r s use s p e c i f i c s t r a t e g i e s t o t e s t and c o n f i r m 

t h e v e r a c i t y o f t h e c o n c l u s i o n s . Drawing c o n t r a s t s and 

c o m p a r i s o n s , c h e c k i n g t h e meaning o f e x c e p t i o n s i n t h e d a t a , and 

u s i n g extreme c a s e s t e s t s t h e c o n c l u s i o n about a p a t t e r n o r theme 

by d e s c r i b i n g what t h e c o n c l u s i o n i s n o t l i k e . R u l i n g o u t 

s p u r i o u s r e l a t i o n s , c h e c k i n g out r i v a l e x p l a n a t i o n s , and l o o k i n g 
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f o r n e g a t i v e e v i d e n c e a l l o w s t h e r e s e a r c h e r s t o c o n f i r m f i n d i n g s 

a g a i n s t o p p o s i n g f a c t s and v i e w s from t h e d a t a . F i n a l l y , M i l e s 

and Huberman (1984) encourage t h e c y c l i n g back o f t h e f i n d i n g s t o 

t h e s u b j e c t s t o check t h e v a l i d i t y o f t h e r e s u l t s . 

D a ta R e d u c t i o n 

The c o n t e n t f rom t h e c h r o n i c c a l l e r s ' i n t e r v i e w s was 

s u b j e c t e d t o an i n i t i a l c o d i n g p r o c e d u r e t h a t sought t o i d e n t i f y 

emerging p a t t e r n s and themes. These s t a r t - u p codes were d e r i v e d 

d i r e c t l y f r o m t h e i n t e r v i e w q u e s t i o n s (see A p p e n d i x F f o r t h e 

f i n a l i n i t i a l codes u s e d ) . Each code was o p e r a t i o n a l l y d e f i n e d . 

A few s t a r t - u p codes were changed, such as CALL-PUR (the c a l l e r s ' 

p u r p ose i n p h o n i n g t h e c r i s i s l i n e ) . T h i s code was changed t o 

CALL-GETS t o b e t t e r r e f l e c t t h e f a c t t h e code was u s e d t o mark 

what t h e c a l l e r s r e c e i v e d f rom c o n t a c t i n g t h e c r i s i s l i n e s , and 

n o t t h e c o n c e r n s t h e c a l l e r s t e l e p h o n e d t h e c r i s i s l i n e s o v e r . 

O t h e r codes were d i s c a r d e d , s u c h as CLR-AP ( c a l l e r s ' a p p r e c i a t i o n 

o f c r i s i s l i n e s ) , because t h e y were i n f r e q u e n t l y u s e d o r were 

subsumed i n t o o t h e r codes. (CLR-AP was l a t e r encompassed by LN-

POS: what t h e c a l l e r s f o u n d h e l p f u l o r p o s i t i v e about c r i s i s 

l i n e . ) Some codes were added, s u c h as THPY-ABU ( c a l l e r s ' 

e x p e r i e n c e s o f abuse i n t h e r a p y , c o u n s e l l i n g o r t r e a t m e n t ) , as 

t h e p a t t e r n s o r themes emerged from t h e i n t e r v i e w d a t a . (See 

F i g u r e 1 f o r i l l u s t r a t i o n s o f i n i t i a l codes and c o d i n g . ) 

M a r g i n a l remarks n o t e d p o s s i b l e themes o r p a t t e r n s as c o d i n g 

p r o c e e d e d (see F i g u r e 1 f o r an i l l u s t r a t i o n ) . F o r example, t h e 

word " i s o l a t i o n " was w r i t t e n b e s i d e a s u b j e c t ' s s t a t e m e n t "...and 



44 

F i g u r e 1 

Data Reduction: I l l u s t r a t i o n of Techniques 

I n i t i a l Codes Marginal Remarks 

p h y s i c a l l y or f i n a n c i a l l y do an awful l o t ; so that my r e g u l a r 
contact I have with people every day i s on c r i s i s l i n e s . . 

' ^ e / S ° s i n c e y o u c a n , t 9 e t o u t a l o t ' y ° u r aontaot with people 
' / ' i s b a s i c a l l y on the c r i s i s l i n e s ? 

Yeah. 

rays t 

Callers Reactions - Likee and Dislikes - about Crisis Lines 
3. Now that we tal k e d about your usual c a l l to the c r i s i s l i n e , 
o v e r a l l . . . 

a. What do you l i k e about c r i s i s l i n e s ? 
I learned i t was okay to be myself. When I f i r s t s t a r t e d 

c a l l i n g them, I was anonymous. And j u s t I had a l o t of problems 
i n l i f e because I had been abused a l l l i f e . And I had always 
been t o l d i f anybody ever knew the r e a l me, they wouldn't 
me. But I was i n such bad shape when I f i r s t s t a r t e d c a l l i n g , " 
and I think I was taking o f f everybody's head when I phoned and -fi"6^ 
everything, and they were a l l j u s t so nic e about i t . L i k e nobody \'\V\^^ 
took i t p e r s o n a l l y . And once they was that side of me, I j u s t 
didn't have to hide anymore. I j u s t learned i t was okay t o be 
myself. Once I calmed down and wasn't s u i c i d a l anymore, i t 
wasn't l i k e I had to pretend I was somebody 
I wasn't because these were people I was 
never going to meet. 

So that anonymous nature allowed you to | 
they accepted you f o r who you were, and i t 
that was l i f t e d . 

Yeah. 
I guess you mentioned the abuse and 

c r i s i s l i n e t r e a t you, "Hey, I'm not stigm 
myself." 

Yeah. 

r 

P a t t e r n Codes Memoing 
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I c a n ' t p h y s i c a l l y o r f i n a n c i a l l y do an a w f u l l o t ; so t h a t my 

r e g u l a r c o n t a c t I have w i t h p e o p l e e v e r y day i s on c r i s i s l i n e s . " 

Some m a r g i n a l comments were l a t e r u s e d as a g u i d e t o i n t e r v i e w 

d a t a t h a t was e l a b o r a t e d f u r t h e r i n memos. F o r example, t h e 

r e s e a r c h e r l a t e r e x p l o r e d i n t e r v i e w d a t a w i t h m a r g i n a l comments 

l i k e " l a b e l l e d and d i s c r e d i t e d : v i c t i m i z a t i o n , " " p o w e r l e s s n e s s , " 

and " f a m i l y o u t c a s t and v i c t i m " i n a l a r g e r theme o f " C a l l e r 

v i c t i m i z a t i o n . " 

Memoing (memos) br o u g h t t o g e t h e r b i t s o f i n f o r m a t i o n a c r o s s 

c a l l e r s t h a t a l l u d e d t o a p o s s i b l e theme o r p a t t e r n (see F i g u r e 1 

f o r an i l l u s t r a t i o n ) . F o r example, "Esteem b u i l d i n g t h r u [ s i c ] 

s e l f - a c c e p t a n c e o f c a l l e r t h r u [ s i c ] c r i s i s l i n e . P e r s o n T a l s o 

m e n tions esteem b u i l d i n g t h r u [ s i c ] v a l i d a t i o n & [ s i c ] s e l f -

a c c e p t a n c e t h r u c r i s i s l i n e s . " 

Some memos were deadends. O t h e r memos were t h o r o u g h f a r e s 

f o r r i c h e x p l o r a t i o n o f t h e i n t e r v i e w d a t a . F o r example, 

" C a l l e r s f e e l i n g p o w e r l e s s t o move on, f e e l have no 

c o n t r o l / i n f l u e n c e o v e r t h e i r e n v i r onments and c o n t a c t c r i s i s 

l i n e s f o r d i r e c t i o n . When c r i s i s l i n e s empower and encourage, 

t h e y b u i l d c a l l e r s ' esteem so t h e y t a k e p e r s o n a l a c t i o n . " T h i s 

memo l e d t o t h e development o f t h e p a t t e r n code " C a l l e r 

empowerment and esteem b u i l d i n g . " (See A p p e n d i x G f o r p a t t e r n 

codes u s e d . A l s o , see F i g u r e 1 f o r an i l l u s t r a t i o n o f p a t t e r n 

c o d i n g . ) 

V a l i d a t i o n o f D a t a C o d i n g 

The p r i n c i p a l i n v e s t i g a t o r u s e d two o t h e r d a t a c o d e r s t o 
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check t h e v a l i d i t y o f d a t a c o d i n g . D a t a c o d e r s were chosen w i t h 

p r e v i o u s c r i s i s l i n e e x p e r i e n c e . However, b o t h d a t a c o d e r s had 

n o t v o l u n t e e r e d f o r a t e l e p h o n e c r i s i s c e n t r e f o r o v e r t h r e e 

y e a r s . 

The p r i n c i p a l i n v e s t i g a t o r and d a t a c o d e r s compared coded 

segments o f c a l l e r s ' i n t e r v i e w s . The p r i n c i p a l i n v e s t i g a t o r and 

d a t a c o d e r s began w i t h t h e f i r s t s u b j e c t ' s i n t e r v i e w d a t a . A 

d i a l o g u e was e s t a b l i s h e d between t h e p r i n c i p a l i n v e s t i g a t o r and 

t h e d a t a c o d e r s t o r e v i e w and c l a r i f y t h e d a t a codes u s e d . 

Working t h r o u g h t o t h e l a s t s u b j e c t ' s i n t e r v i e w , a s i m i l a r 

u n d e r s t a n d i n g o f t h e d a t a codes was c r e a t e d and t h e n m a i n t a i n e d . 

I n i t i a l i n t e r c o d e r r e l i a b i l i t i e s were d e t e r m i n e d f o r t h e 

f i r s t i n t e r v i e w s coded. F i n a l i n t e r c o d e r r e l i a b i l i t i e s were 

d e t e r m i n e d w i t h t h e l a s t i n t e r v i e w s coded. 

The p r i n c i p a l i n v e s t i g a t o r and t h e f i r s t d a t a c o d e r had an 

i n i t i a l i n t e r c o d e r r e l i a b i l i t y o f 68% t o 73%. I n t e r c o d e r 

r e l i a b i l i t y e v e n t u a l l y r a n g e d f r o m 82% t o 86%. 

The second d a t a c o d e r and t h e p r i n c i p a l i n v e s t i g a t o r had an 

i n i t i a l i n t e r c o d e r r e l i a b i l i t y o f 77% t o 80%. F i n a l i n t e r c o d e r 

r e l i a b i l i t y r a n g e d f r o m 85% t o 87%. 

Though w i t h i n t h e 80 p e r c e n t range, t h e i n t e r c o d e r 

r e l i a b i l i t i e s f a l l s h o r t o f t h e 90 p e r c e n t range recommended by 

M i l e s and Huberman (1984). 

Data D i s p l a y : M a t r i c e s 

O v e r a l l d a t a d i s p l a y began w i t h an u n o r d e r e d (massive) meta-

m a t r i x d i s p l a y i n g r e d u c e d d a t a i n each c e l l o f a " c a l l e r - b y - c o d e d 
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q u e s t i o n " g r i d . D a t a a n a l y s i s p r o c e e d e d f r o m h e r e b y s o r t i n g a l l 

t h e i n f o r m a t i o n b i t s w i t h i n a code a c r o s s a l l s u b j e c t s on f l i p 

c h a r t p a p e r on a w a l l . Where a p p r o p r i a t e , b r o a d e r c a t e g o r i e s , 

such as " C r i s i s L i n e : P o s i t i v e a s p e c t s " were u s e d t o subsume 

s m a l l e r , more l i m i t e d c a t e g o r i e s , s u c h as " C r i s i s l i n e 

r e c o g n i t i o n o f c a l l e r : P o s i t i v e a s p e c t s " and " C r i s i s l i n e non-

r e c o g n i t i o n o f c a l l e r : P o s i t i v e a s p e c t s . " I n t h i s manner t h e 

i n t e r v i e w d a t a was f u r t h e r r e d u c e d and d i s p l a y e d . 

Once t h e i n t e r v i e w d a t a was d i s p l a y e d , i n f o r m a t i o n b i t s were 

c o n n e c t e d and combined as emerging p a t t e r n s and themes app e a r e d 

i n t h e d a t a . " C a l l e r - b y - c o n c e p t u a l c l u s t e r " m a t r i c e s now were 

used. F o r example, "Mental h e a l t h : N e g a t i v e , " " P h y s i c a l h e a l t h : 

N e g a t i v e " and "Therapy: N e g a t i v e " were combined i n t o a c a t e g o r y 

o f " H e l p i n g : N e g a t i v e . " "Mental h e a l t h : P o s i t i v e , " " P h y s i c a l 

h e a l t h : P o s i t i v e " and "Therapy: P o s i t i v e " were combined i n t o a 

c a t e g o r y o f " H e l p i n g : P o s i t i v e . " The c a t e g o r i e s o f " H e l p i n g 

e x p e r i e n c e " t h e n were b r o u g h t t o g e t h e r i n a c o n c e p t u a l l y 

c l u s t e r e d m a t r i x o f " c a l l e r - b y - h e l p i n g p r o f e s s i o n e x p e r i e n c e " t o 

j u x t a p o s e t h o s e d a t a r e f l e c t i n g t h e c a l l e r s ' e x p e r i e n c e s w i t h 

h e l p i n g p r o f e s s i o n s . (See F i g u r e 2 f o r a n i l l u s t r a t i o n o f a 

c a l l e r b y c o n c e p t u a l c l u s t e r m a t r i x . ) 

D a t a d i s p l a y c o n t i n u e d u s i n g e a r l i e r memos fr o m t h e d a t a 

r e d u c t i o n stream. These memos were f u r t h e r d e v e l o p e d and 

i n v e s t i g a t e d f o r p o s s i b l e p a t t e r n s a c r o s s a l l s u b j e c t s . 

I n f o r m a t i o n b i t s were combined i n t o f u r t h e r c o n c e p t u a l c l u s t e r s , 

s u ch as " V i c t i m i z a t i o n : N e g l e c t " and " V i c t i m i z a t i o n : A c t i v e 
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F i g u r e 2 

C a l l e r b y C o n c e p t u a l C l u s t e r M a t r i x : An I l l u s t r a t i o n 

C a l l e r 
Mental 
Health 

Positive 
Physical 
Health 

Positive 
Therapy 
Positive 

Mental 
Health 

Negative 
Physical 
Health 

Negative 
Therapy 
Negative C a l l e r 

H e l p i n g - P o s i t i v e H e l p i n g - N e g a t i v e 

T 

-doctor believed not mentally 
i l l ; wouldn't commit to 
hospital 
-challenged doctor i n manic-
depression support group 

-uneasy with helping 
professionals; can't t e l l them 
what wants to 
-committed 3 times by family 
-doctors say follow my 
instructions or won't get 
better 
-health professional just 
treat symptoms; don't look at 
background 

L - w i l l t e l l nurses they're doing 
too much 
-too much mental health, but 
helpful 
-stand ground with doctor to 
get what wants 

-mental health treats caller 
l i k e child 
-nurses do too much for cal l e r 
-yelled at by mental health 
worker 
-doctor refuses to address 
medical needs 

N -support groups very helpful: 
can express emotions to people 
who know what call e r going 
through 

-psychiatrist not helpful 
-support groups limited 
support; c a l l e r not ready to 
change yet 

Y -mental health teams not 
supportive; only p i l l s given 

-psychiatrist most supportive; 
treats c a l l e r l i k e a queen 

R -doing a lot of good work with 
counsellor on emotions, etc 

-counsellor didn't listen: 
burnt out 
-counsellor uncomfortable with 
caller's issues 
-expensive; limited low cost 
service available 

S -reported abusive therapists to 
referral sources; therapists 
removed from l i s t s 
-some therapy empowering; found 
safety & understanding of 
abusive family history 
-validation & reassurance 
through therapists 
-treated as equal by therapist 

-confidentiality breached by 
mental health 
-history of 5 abusive & 
inappropriate therapists 
-trusted & worked well with 
one therapist, who turned on 
calle r with severe abuse 
-mental health tr i e s to keep 
caller i n their system of care 
-professionals try to cover up 
for one another 
-too much power i n the medical 
& mental health systems 

c o n t i n u e d 
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F i g u r e 2 

C a l l e r b y C o n c e p t u a l C l u s t e r M a t r i x : An I l l u s t r a t i o n ( c o n t i n u e d ) 

C a l l e r 

Mental 
Health 

Positive 
Physical 
Health 

Positive 
Therapy 
Positive 

Mental 
Health 

Negative 
Physical 
Health 

Negative 
Therapy 
Negative 

C a l l e r 
H e l p i n g - P o s i t i v e • H e l p i n g - N e g a t i v e 

M -support group good to talk 
with others in similar 
situation 

-mental health very busy 
-lousy counselling from 
psychiatrist 
-religious groups limited help 

P -learned to take on own stuff & 
pass on others 

-some counsellors not 
approachable; they can't 
relate or communicate 
-counsellor says lack of 
connection responsibility of 
cal l e r 

Example m a t r i x : " C a l l e r by H e l p i n g P r o f e s s i o n E x p e r i e n c e . " 
" H e l p i n g - p o s i t i v e " and " h e l p i n g - n e g a t i v e " c o n c e p t u a l c l u s t e r s . 



50 

/Abuse." These c l u s t e r s , o r emerging p a t t e r n s , were a p p l i e d 

a c r o s s t h e i n i t i a l b r o a d c a t e g o r i e s t o combine t h e d i s c r e t e b i t s 

o f i n f o r m a t i o n i n t o l a r g e r emerging, g l o b a l themes, s u c h as 

" V i c t i m i z a t i o n . " E v e n t u a l l y , f o u r l e i t m o t i f s - v i c t i m i z a t i o n , 

c o n n e c t i o n , i s o l a t i o n and esteem - emerged from t h e c o n t i n u e d 

c l u s t e r i n g o f t h e c a l l e r s ' i n t e r v i e w d a t a . (The l e i t m o t i f s a r e 

o u t l i n e d i n t h e " R e s u l t s " s e c t i o n . ) 

The i n t e r v i e w d a t a was f u r t h e r r e d u c e d and d i s p l a y e d b y 

u s i n g c a l l e r - o r d e r e d d e s c r i p t i v e m a t r i c e s . C a l l e r c h r o n i c i t y was 

t h e main v a r i a b l e o f i n t e r e s t f o r d a t a a n a l y s i s . C a l l e r s ' 

c h r o n i c i t y , as d e f i n e d by t h e c u r r e n t f r e q u e n c y o f t e l e p h o n e 

c o n t a c t w i t h c r i s i s l i n e s , was t h e m ajor c a l l e r v a r i a b l e used. 

" C a l l e r s ' c h r o n i c i t y by...." m a t r i c e s t h e n were b u i l t . F o r 

example, a " C h r o n i c i t y and C a l l e r s ' F a m i l y Background" m a t r i x was 

c o n s t r u c t e d u s i n g t h e c a l l e r v a r i a b l e s o f t e l e p h o n i n g f r e q u e n c y , 

a l c o h o l and o t h e r d r u g use i n c a l l e r s ' f a m i l y o f o r i g i n , m e n t a l 

i l l n e s s i n c a l l e r s ' f a m i l y o f o r i g i n , c a l l e r s ' e x p e r i e n c e o f 

abuse i n t h e i r f a m i l i e s , c a l l e r s ' r o l e ( s ) i n t h e i r f a m i l i e s , and 

c a l l e r s ' b i r t h o r d e r i n t h e i r f a m i l y o f o r i g i n . (See F i g u r e 3 

f o r an i l l u s t r a t i o n o f a c a l l e r - o r d e r e d d e s c r i p t i v e m a t r i x . ) 

Some o f t h e s e comparisons y i e l d e d n o t h i n g , s u c h as " c a l l e r s ' 

c h r o n i c i t y b y m e n t a l i l l n e s s i n c a l l e r s ' f a m i l y o f o r i g i n " - no 

p a t t e r n s were d i s c o v e r e d . O t h e r comparisons p r o d u c e d s i g n i f i c a n t 

o r i n t e r e s t i n g p a t t e r n s . F o r example, " c a l l e r s ' c h r o n i c i t y b y 

a l c o h o l and o t h e r d r u g use i n c a l l e r s ' f a m i l y o f o r i g i n " showed 

a l l c a l l e r s coming from an a l c o h o l i c o r o t h e r d r u g a d d i c t e d 
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F i g u r e 3 

C a l l e r - O r d e r e d D e s c r i p t i v e M a t r i x : An I l l u s t r a t i o n 

C a l l e r F r e quency F a m i l y - A & D F a m i l y - M e n t a l 
H e a l t h 

S 4/day -mother drank too 
much 
-caller sent to 
psychiatrist to get 
p i l l s for mother 

-mother sent cal l e r 
to psychiatrist as 
the identified 
patient 

T 2/day -alcoholic father; 
personality varied by 
level of intoxication 
-scary incidents 

-caller was the 
identified patient; 
committed by family 
several times 
-does say family 
dysf unct ional 

P 4-5/week -father's drinking 
and blame game i n the 
family 
-victimized by 
father's drinking 

-identified patient 
and mother wanted 
cal l e r committed 

R daily or 1-
2/week 

-mother never drank, 
but into 
tranquilizers for 
awhile 
-sibling has drinking 
problem 

-mother may have had 
nervous breakdown 
when call e r born 
-grandmother kind of 
out of i t when 
l i v i n g with family 

N 3-4/week -father alcoholic & 
mother caught up i n 
i t 
-caller believes 
parents never really 
cared because into 
alcohol 

-nothing mentioned 

Y 3/week -father had drinking 
problem i n past; 
abusive 
-sibling also 
drinking problem in 
past 

-nothing mentioned 

L 8-12/month -told by others that 
father had a alcohol 
problem 
-siblings took a lot 
of drugs at home 

-parents sick 
mentally; put a l l 
children into mental 
health i t seems 
-dysfunctional 
family: too many 
secrets 

c o n t i n u e d 
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F i g u r e 3 

C a l l e r - O r d e r e d D e s c r i p t i v e M a t r i x : /An I l l u s t r a t i o n ( c o n t i n u e d ) 

C a l l e r F r equency F a m i l y - A & D F a m i l y - M e n t a l 
H e a l t h 

M 3-5/month -whole family with 
drinking problems & 
hid i t from one 
another 

-father "psychotic" 
-mother emotional 
wreck; very 
emotionally labile 

Example m a t r i x : " C a l l e r s ' C h r o n i c i t y b y C a l l e r s ' F a m i l y 
Background." C a l l e r - o r d e r e d by " c a l l e r s ' t e l e p h o n i n g f r e q u e n c y . " 
" F a m i l y - a l c o h o l and o t h e r d r u g h i s t o r y " and " f a m i l y - m e n t a l h e a l t h 
h i s t o r y " d e s c r i p t i v e v a r i a b l e s . 
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f a m i l y background. A l s o , " c a l l e r s ' c h r o n i c i t y b y c a l l e r s ' 

o v e r a l l e x p e r i e n c e w i t h t h e r a p y o r t r e a t m e n t " s u g g e s t e d a 

t e n d e n c y f o r h i g h e r f r e q u e n c y c a l l e r s t o have had more n e g a t i v e 

e x p e r i e n c e s w i t h t h e h e l p i n g p r o f e s s i o n s . A l l v a r i a b l e 

c o mparisons showing emerging p a t t e r n s o r themes were e x p l o r e d as 

d a t a a n a l y s i s p r o c e e d e d . 

Not a l l c a l l e r - o r d e r e d d e s c r i p t i v e m a t r i c e s were u s e f u l . 

When c a l l e r s ' c h r o n i c i t y was d e f i n e d b y t h e y e a r s o f o n g o i n g 

c o n t a c t w i t h c r i s i s l i n e s , t h e s e c a l l e r - o r d e r e d d e s c r i p t i v e 

m a t r i c e s y i e l d e d no c l a r i f y i n g o r b e n e f i c i a l c o m p a r i s o n s between 

v a r i a b l e s . No f u r t h e r u n d e r s t a n d i n g o f t h e i n f o r m a t i o n was 

p roduced. 

O t h e r c a l l e r - o r d e r e d d e s c r i p t i v e m a t r i c e s became c e n t r a l t o 

f u r t h e r d a t a a n a l y s i s . When c a l l e r s ' c h r o n i c i t y , as d e f i n e d b y 

t h e c u r r e n t f r e q u e n c y o f t e l e p h o n e c o n t a c t w i t h c r i s i s l i n e s , was 

t h e main v a r i a b l e , many v a l u a b l e c omparisons between v a r i a b l e s 

were produced. The r e s e a r c h e r d i s c o v e r e d a d d i t i o n a l p a t t e r n s and 

themes i n t h e d a t a . These p a t t e r n s and themes t h e n were f u r t h e r 

e x p l o r e d and expanded i n t h e n e x t l e v e l o f a n a l y s i s w i t h d i s p l a y 

m a t r i c e s . 

D a t a d i s p l a y now moved t o c a l l e r - o r d e r e d p r e d i c t o r - o u t c o m e 

m a t r i c e s . A s k i n g t h e p r e d i c t i o n q u e s t i o n , "What f a c t o r s seem t o 

be a s s o c i a t e d w i t h more o r l e s s c o n t a c t w i t h t e l e p h o n e c r i s i s 

l i n e s ? , " d a t a a n a l y s i s p r o c e e d e d w i t h s c a l e d v a r i a b l e s o f 

i n t e r e s t f r o m e a r l i e r a n a l y s i s . F o r example, t h e c a l l e r s ' 

s u p p o r t network was s c a l e d on two d i m e n s i o n s . F i r s t , t h e 
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r e s e a r c h e r s c a l e d t h e s u p p o r t network f r o m n o n e / s m a l l t o l a r g e b y 

t h e number o f p e o p l e mentioned b y e v e r y c a l l e r . Second, t h e 

c a l l e r s ' a b i l i t y t o engage o r use t h e i r s u p p o r t network was 

s c a l e d f r o m none/low t o h i g h b y c o u n t i n g t h e f r e q u e n c y and number 

o f c o n t a c t s w i t h o t h e r s , and b y how much t h e c a l l e r s ' s h a r e o f 

t h e m s e l v e s when en g a g i n g t h e i r s u p p o r t network. 

V a r i o u s c a l l e r - o r d e r e d p r e d i c t o r - o u t c o m e m a t r i c e s were 

c o n s t r u c t e d . (See T a b l e s 4 t h r o u g h 6 i n t h e " R e s u l t s " f o r 

examples u s i n g t h e f i n a l c a l l e r - o r d e r e d p r e d i c a t o r - o u t c o m e 

m a t r i c e s . ) F o r example, u s i n g t h e p r e v i o u s l y d e f i n e d c a l l e r s ' 

c h r o n i c i t y as c u r r e n t t e l e p h o n i n g f r e q u e n c y , a " C a l l e r s ' 

C h r o n i c i t y and t h e C a l l e r s ' S upport Network and S p e c i a l 

R e l a t i o n s h i p s " - m a t r i x was c o n s t r u c t e d . Some p r e d i c t o r v a r i a b l e s 

d i s p l a y e d no r e l a t i o n s h i p w i t h c a l l e r s ' c h r o n i c i t y , s u c h as 

c a l l e r s ' s u p p o r t network. N e i t h e r t h e s i z e o f t h e c a l l e r s ' 

s u p p o r t network, n o r t h e c a l l e r s ' a b i l i t y t o engage o r use t h e i r 

s u p p o r t network, showed any r e l a t i o n s h i p t o i n c r e a s i n g o r 

d e c r e a s i n g f r e q u e n c y o r t e l e p h o n e c o n t a c t . O t h e r v a r i a b l e s d i d 

show an a s s o c i a t i o n t o c a l l e r s ' c h r o n i c i t y . F o r example, t h e 

s p e c i a l o t h e r s / r e l a t i o n s h i p s d i d appear t o i n c r e a s e as t h e 

f r e q u e n c y o f t e l e p h o n e c o n t a c t w i t h t h e c r i s i s l i n e s d e c r e a s e d . 

Data D i s p l a y : C a u s a l Networks 

The r e s e a r c h e r a n a l y z e d i n d i v i d u a l s u b j e c t s f o r i m p o r t a n t 

e v e n t s and a c t i v i t i e s i n t h e i r l i v e s . These e v e n t s and 

a c t i v i t i e s were combined v i s u a l l y i n a d e s c r i p t i v e network, 

l i n k i n g t o g e t h e r t h e i n f o r m a t i o n b i t s t o f o r m a c h r o n o l o g y and 
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p r o c e s s f o r t h e c a l l e r s ' l i v e s . As s u g g e s t e d b y t h e d a t a , 

p o s s i b l e e x p l a n a t o r y v a r i a b l e s were p e n c i l l e d i n t o t h e net w o r k s 

t o c o n n e c t and b e t t e r u n d e r s t a n d t h e r e l a t i o n s h i p between t h e 

d i s c r e t e e v e n t s and a c t i v i t i e s . 

The i n t e r v i e w d a t a f rom a l l s u b j e c t s was c o n s i d e r e d n e x t . 

M a t c h i n g e v e n t s and a c t i v i t i e s , as w e l l as s i m i l a r c h r o n o l o g i c a l 

and p r o c e s s s t r e a m s , were r e n d e r e d a c r o s s a l l c a l l e r s i n t o more 

g e n e r a l v a r i a b l e s p r o d u c i n g a s i n g l e c a u s a l meta-network. F o r 

example, two c a l l e r s were d i s a b l e d , and f o u r c a l l e r s had a 

c u r r e n t o r c h r o n i c i l l n e s s o r i n j u r y t h a t had e x i s t e d o v e r many 

y e a r s . These e v e n t s were r e n d e r e d i n t o t h e g e n e r a l v a r i a b l e o f 

" P r o l o n g e d H e a l t h Concerns" and e n t e r e d i n t o t h e meta-network. 

As d a t a a n a l y s i s p r o c e e d e d , o t h e r d e s c r i p t i v e and e x p l a n a t o r y 

v a r i a b l e s were added t o i n d i v i d u a l c a u s a l n e t w o r k s and t h e s i n g l e 

meta-network. 

Some e a r l i e r h y p o t h e s i z e d i n t e r v e n i n g v a r i a b l e s on 

i n d i v i d u a l c a u s a l networks were c o n f i r m e d b y i n t e r v i e w d a t a i n 

o t h e r c a l l e r s ' c a u s a l n e t w o r k s . These were t h e n i n c o r p o r a t e d 

i n t o t h e meta-network. F o r example, o t h e r i n t e r v i e w e d s u b j e c t s 

d i s c u s s e d and c o n f i r m e d t h e h y p o t h e s i z e d i n t e r v e n i n g v a r i a b l e s o f 

" L i m i t e d Employment" and " L i m i t e d F i n a n c e s , " l i n k i n g t h e v a r i a b l e 

o f " P r o l o n g e d H e a l t h Concerns" t o t h e v a r i a b l e o f " L i m i t e d 

Support Network." 

C h r o n i c c a l l e r s became d i s t i n g u i s h a b l e b a s e d on t h e i r 

t e l e p h o n i n g f r e q u e n c y w i t h c r i s i s c e n t r e s when t h e r e s e a r c h e r 

u s e d a c a l l e r - o r d e r e d d e s c r i p t i v e m a t r i x as m e n t i o n e d above. 
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Where e v e n t , a c t i v i t i e s , and c h r o n o l o g i c a l and p r o c e s s streams 

d i s t i n g u i s h e d h i g h e r f r e q u e n c y c h r o n i c c a l l e r s f r o m l o w e r 

f r e q u e n c y c h r o n i c c a l l e r s , t h e s e d e s c r i p t i v e v a r i a b l e s were added 

t o t h e emerging c a u s a l network f o r h i g h e r and l o w e r f r e q u e n c y 

c a l l e r s . F o r example, h i g h e r f r e q u e n c y c a l l e r s t e n d e d t o have 

had more n e g a t i v e e x p e r i e n c e w i t h p r e v i o u s t h e r a p y o r t r e a t m e n t . 

T h i s c h a r a c t e r i s t i c was e n t e r e d i n t o t h e h i g h e r f r e q u e n c y 

c a l l e r s ' c a u s a l network as a d e s c r i p t i v e v a r i a b l e . E x p l a n a t o r y 

v a r i a b l e s a l s o were e n t e r e d i n t o t h e emerging c a u s a l network as 

d a t a a n a l y s i s p r o c e e d e d from t h e c a l l e r - o r d e r e d d e s c r i p t i v e 

m a t r i c e s t o t h e c a l l e r - o r d e r e d p r e d i c t o r - o u t c o m e m a t r i c e s . 

E v e n t u a l l y s i m i l a r e v e n t , a c t i v i t y and p r o c e s s s t r eams, 

d e s c r i p t i v e and e x p l a n a t o r y v a r i a b l e s f r o m a c r o s s a l l s u b j e c t s 

were combined f o r t h e f i n a l c h r o n i c c a l l e r c a u s a l network. The 

common c h r o n i c c a l l e r c h a r a c t e r i s t i c s were u s e d t o l i n k t h e two 

d i f f e r e n t c a u s a l pathways f o r l o w e r and h i g h e r f r e q u e n c y c h r o n i c 

c a l l e r s i n t o t h e l a r g e r c h r o n i c c a l l e r c a u s a l network. (Though 

M i l e s and Huberman (1984) use t h e t e r m " c a u s a l network," t h i s i s 

somewhat m i s l e a d i n g and has been r e p l a c e d b y t h e t e r m " r e l a t i o n a l 

network" t h r o u g h o u t t h e r e m a i n d e r o f t h e s t u d y . E x p l a n a t i o n f o r 

t h i s word change i s g i v e n i n t h e " R e s u l t s " . A l s o , see F i g u r e 4 

i n t h e " R e s u l t s " f o r an i l l u s t r a t i o n o f t h e f i n a l c h r o n i c c a l l e r 

r e l a t i o n a l network.) 

C o n c l u s i o n D r a w i n g / V e r i f i c a t i o n 

D a t a r e d u c t i o n t h r o u g h c o d i n g and d a t a d i s p l a y t h r o u g h 

u n o r d e r e d m e t a - m a t r i c e s t o c a l l e r - o r d e r e d d e s c r i p t i v e m a t r i c e s 
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f a c i l i t a t e d t h e d i s c o v e r y o f t h e g e n e r a l c h a r a c t e r i s t i c s o f 

c h r o n i c c a l l e r s . Moving t h r o u g h c a l l e r - o r d e r e d d e s c r i p t i v e 

m a t r i c e s , t o c a l l e r - o r d e r e d p r e d i c t o r - o u t c o m e m a t r i c e s , and 

f i n a l l y t o c a u s a l n e t w o r k s , h e l p e d r e v e a l t h e p o s s i b l e 

a s s o c i a t i o n s between c h r o n i c c a l l e r c h a r a c t e r i s t i c s . C o n c u r r e n t 

w i t h t h i s d a t a r e d u c t i o n and d i s p l a y , c o n c l u s i o n s were made about 

c h r o n i c c a l l e r c h a r a c t e r i s t i c s and t h e a s s o c i a t i o n s between them. 

They were t h e n t e s t e d and c o n f i r m e d f o r t h e i r v e r a c i t y . 

C o n c l u s i o n Drawing. S e v e r a l s t r a t e g i e s were u s e d f o r 

g e n e r a t i n g c o n c l u s i o n s f rom t h e i n f o r m a t i o n . The s t r a t e g i e s 

employed moved d a t a a n a l y s i s f rom c o n c r e t e d e s c r i p t i o n t o 

e x p l a n a t o r y c o n c e p t s and h i g h e r l e v e l s o f a b s t r a c t i o n . C o u n t i n g , 

n o t i n g p a t t e r n s / t h e m e s , s e e i n g p l a u s i b i l i t y and c l u s t e r i n g h e l p e d 

t h e r e s e a r c h e r d i s c o v e r w h i c h i n f o r m a t i o n b i t s g r o u p e d w i t h o t h e r 

d a t a . C o u n t i n g j u s t t a l l i e d s omething t h a t happened a number o f 

t i m e s and t h a t happened i n a c o n s i s t e n t way. W i t h i d e n t i f y i n g 

p a t t e r n s / t h e m e s , t h e f i n d i n g t h a t a l l c h r o n i c c a l l e r s come from 

a l c o h o l i c o r o t h e r d r u g a d d i c t e d f a m i l y backgrounds emerged from 

n o t i n g t h i s r e c u r r i n g p a t t e r n i n t h e i r f a m i l i e s o f o r i g i n . A 

p l a u s i b l e c o n c l u s i o n r e a c h e d from t h e d a t a was t h a t " l i m i t e d 

employment" and " l i m i t e d f i n a n c e s " l i n k e d t h e v a r i a b l e o f 

" p e r s o n a l and p h y s i c a l l i m i t a t i o n s from h e a l t h " w i t h t h e c a l l e r 

v a r i a b l e o f " l i m i t e d a b i l i t y t o use and engage s u p p o r t network." 

T h i s c o n c l u s i o n was l a t e r s u p p o r t e d by o t h e r s u b j e c t s ' i n t e r v i e w 

d a t a . L a s t l y , c l u s t e r i n g was u s e d t o u n d e r s t a n d b e t t e r and 

c o n c e p t u a l i z e d a t a w i t h s i m i l a r c h a r a c t e r i s t i c s , i . e . , d a t a on 
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t h e c a l l e r s ' c h r o n i c i l l n e s s o r d i s a b i l i t y , c u r r e n t i n j u r y o r 

i l l n e s s , and p a s t i n j u r y o r i l l n e s s was c o n c e p t u a l l y c l u s t e r e d 

under t h e c a l l e r c h a r a c t e r i s t i c o f " p r o l o n g e d h e a l t h c o n c e r n s . " 

Subsuming p a r t i c u l a r d a t a chunks i n t o a g e n e r a l c a t e g o r y , 

f a c t o r i n g , n o t i n g r e l a t i o n s between v a r i a b l e s and f i n d i n g 

i n t e r v e n i n g v a r i a b l e s h e l p e d t h e r e s e a r c h e r g e n e r a t e e x p l a n a t i o n 

and h i g h e r l e v e l s o f a b s t r a c t i o n f rom t h e d a t a and d i s c o v e r 

r e l a t i o n s h i p s i n t h e i n f o r m a t i o n . S p e c i f i c d a t a chunks, l i k e 

t h e c a l l e r s ' e x p e r i e n c e s o f abuse and n e g l e c t i n t h e i r f a m i l i e s 

and t h e i r o c c a s i o n s o f p o w e r l e s s n e s s a g a i n s t p h y s i c a l and m e n t a l 

h e a l t h t r e a t m e n t s , were subsumed i n t o t h e l a r g e r , more g e n e r a l 

c a t e g o r y o f " c a l l e r s ' v i c t i m i z a t i o n . " W i t h f a c t o r i n g c o n c l u s i o n s 

were g e n e r a t e d b y p u l l i n g a common t h r e a d f r o m d i s p a r a t e d a t a 

b i t s . F o r example, t h e c r i s i s l i n e a c t i v i t i e s o f g i v i n g c a l l e r s 

r e s o u r c e s and r e f e r r a l s , p r o b l e m - s o l v i n g w i t h them, e x p l o r i n g new 

p e r s p e c t i v e s and o p t i o n s w i t h them, and g i v i n g t h e c a l l e r s 

v a l i d a t i o n a l l have t h e common t h r e a d o f empowering t h e c a l l e r . 

O f t e n r e l a t i o n s between v a r i a b l e s were n o t e d , a f r e q u e n t s o u r c e 

o f g e n e r a t e d f i n d i n g s . The l a s t s t r a t e g y h e r e , f i n d i n g 

i n t e r v e n i n g v a r i a b l e s , b u i l d s t h e r e l a t i o n s h i p between two 

v a r i a b l e s t h a t were n o t e x p e c t e d t o be a s s o c i a t e d , o r were 

e x p e c t e d t o go t o g e t h e r and do so o n l y w e a k l y . F o r example, 

u s i n g t h e c r i s i s l i n e f o r c o m f o r t and s u p p o r t was e x p e c t e d t o 

a s s o c i a t e s t r o n g l y w i t h i n c r e a s e d c a l l s t o t h e c r i s i s c e n t r e . I t 

d i d n o t . When t h e i n t e r v e n i n g v a r i a b l e o f " u s i n g c r i s i s l i n e s as 

a t h e r a p e u t i c r e s o u r c e " was d i s c o v e r e d , t h e r e l a t i o n s h i p between 
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t h e above v a r i a b l e s s t r e n g t h e n e d . 

B u i l d i n g a l o g i c a l c h a i n o f e v i d e n c e h e l p e d assemble a 

c o h e r e n t u n d e r s t a n d i n g o f t h e i n f o r m a t i o n . When t h i s o c c u r r e d , 

s e v e r a l s u b j e c t s emphasized t h e s p e c i f i c f a c t o r s i n d e p e n d e n t l y 

and i n d i c a t e d c a u s a l l i n k s , d i r e c t l y o r i n d i r e c t l y , between t h e 

f a c t o r s . F o r example, s e v e r a l c a l l e r s s a i d t h e y u s e t h e c r i s i s 

l i n e s w i t h a v e r y h i g h f r e q u e n c y . Some o f t h e s e c a l l e r s s t a t e d 

t h e y u s e d t h e c r i s i s l i n e s as a f i l l - i n when t h e y have no 

c o u n s e l l i n g o r t h e r a p y a v a i l a b l e t o them. O t h e r c a l l e r s r e v e a l e d 

c r i s i s l i n e p e r s o n n e l had t o l d them t h a t i f t h e y were u s i n g t h e 

c r i s i s l i n e s a s t h e r a p y , t h i s was n o t an a p p r o p r i a t e u s e o f t h e 

s e r v i c e . A d d i t i o n a l l y , f o r most c a l l e r s , i n r e s p o n s e t o t h e i r 

i n c r e a s e d t e l e p h o n i n g , c r i s i s c e n t r e s t a f f had imposed c a l l and 

ti m e l i m i t s . From t h i s i n f o r m a t i o n , a c h a i n o f e v e n t s was b u i l t : 

i n c o n s i s t e n t c o u n s e l l i n g o r t h e r a p y l e d t o t h e c a l l e r s u s i n g t h e 

c r i s i s l i n e s t h e r a p e u t i c a l l y , and i n c r e a s e d c a l l i n g r e s u l t s . The 

c r i s i s l i n e s n o t e d t h e i n c r e a s e and t h e change i n t h e n a t u r e o f 

t h e c r i s i s l i n e c a l l s . The t e l e p h o n e w o r k e r s c o n f r o n t e d t h e 

c a l l e r s on t h e i r t h e r a p e u t i c u se o f t h e phone l i n e s and i n i t i a t e d 

c a l l management t e c h n i q u e s t o reduce t h e amount o f c o n t a c t t h e 

c a l l e r s have w i t h t h e c r i s i s c e n t r e . 

C o n c l u s i o n V e r i f i c a t i o n . The above t e c h n i q u e s g e n e r a t e d 

f i n d i n g s f r o m t h e c a l l e r s ' i n t e r v i e w s t h a t r e q u i r e d v e r i f i c a t i o n . 

A g a i n s e v e r a l s t r a t e g i e s were u s e d t o c o n f i r m and t e s t t h e 

c o n c l u s i o n s drawn. Drawing c o n t r a s t s and co m p a r i s o n s , c h e c k i n g 

t h e meaning o f e x c e p t i o n s i n t h e d a t a , and u s i n g extreme c a s e s 
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h e l p e d t e s t t h e c o n c l u s i o n s about a p a t t e r n o r theme by-

d e s c r i b i n g what t h e c o n c l u s i o n s were n o t l i k e . D r awing c o n t r a s t s 

and c o m p a r i s o n s f o r h i g h e r and l o w e r f r e q u e n c y c h r o n i c c a l l e r s 

were o f t e n u s e d t o t e s t t h e c o n c l u s i o n s about t h e s e g r o u p s . F o r 

example, c o n t r a s t i n g t h e s e two groups t e s t e d t h e f i n d i n g t h a t 

t h e s e i n d i v i d u a l s were t r e a t e d d i f f e r e n t l y i n t h e i r f a m i l i e s o f 

o r i g i n . S p e c i f i c a l l y , l o w e r f r e q u e n c y c h r o n i c c a l l e r s t e n d e d t o 

be i n f a m i l y r o l e s l i k e t h e i n v i s i b l e c h i l d o r t h e o u t c a s t , 

unwanted b y t h e i r p a r e n t s , and g e n e r a l l y i g n o r e d b y t h e f a m i l y ; 

h i g h e r f r e q u e n c y c h r o n i c c a l l e r s t e n d e d t o be i n f a m i l y r o l e s 

l i k e t h e scapegoat o r i d e n t i f i e d p a t i e n t , where t h e f a m i l y 

g e n e r a l l y blamed them f o r f a m i l y p roblems. I n c h e c k i n g t h e 

meaning o f e x c e p t i o n s t o t h e c o n c l u s i o n s , f i n d i n g s were 

s t r e n g t h e n e d , i . e . , c a l l e r s d i s l i k e d t h e use o f c a l l management 

by t h e c r i s i s l i n e s . When t h e e x c e p t i o n s t o t h i s f i n d i n g were 

c o n s i d e r e d - t h o s e c a l l e r s n o t m e n t i o n i n g c a l l l i m i t s - t h e y a l l 

d i s l i k e d c r i s i s l i n e c a l l management as w e l l i f t h e y had 

e x p e r i e n c e d i t . The e x c e p t i o n s c o n f i r m e d t h e c o n c l u s i o n . 

L a s t l y , extreme c a s e s were used, l i k e t h e l o w e s t f r e q u e n c y 

c a l l e r , t o t e s t t h e c o n c l u s i o n s f rom t h e d a t a . F o r example, t h e 

i n f o r m a t i o n f r o m t h e l o w e s t f r e q u e n c y c h r o n i c c a l l e r c o n f i r m e d 

t h e c o n c l u s i o n t h a t l o w e r f r e q u e n c y c h r o n i c c a l l e r s a r e n o t u s i n g 

t h e c r i s i s l i n e s t h e r a p e u t i c a l l y . T h i s c a l l e r d i s c l o s e d non-

t h e r a p e u t i c u se o f c r i s i s l i n e s and s a i d d u r i n g f o l l o w - u p , " I g e t 

my t h e r a p y and c o u n s e l l i n g e l s e w h e r e " when a s k e d about 

t h e r a p e u t i c u se o f c r i s i s l i n e s . 
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O t h e r s t r a t e g i e s a l s o were u s e d t o c o n f i r m t h e f i n d i n g s 

a g a i n s t o p p o s i n g f a c t s and v i e w s from t h e d a t a . S p u r i o u s 

r e l a t i o n s were r u l e d o u t between v a r i a b l e s . F o r example, g r e a t e r 

e x p e r i e n c e w i t h t h e r a p y o r c o u n s e l l i n g was n o t v a r i a b l e l i n k i n g 

t h e c a l l e r s ' t h e r a p e u t i c use o f c r i s i s l i n e s and i n c r e a s e d c r i s i s 

l i n e u s e . Many c a l l e r s had a r i c h e x p e r i e n c e w i t h t h e r a p y and 

t r e a t m e n t and s t i l l d i d n o t t e l e p h o n e t h e c r i s i s c e n t r e s 

f r e q u e n t l y . R i v a l e x p l a n a t i o n s , l i k e i n c r e a s e d c r i s i s l i n e u se 

b e i n g r e l a t e d t o a l i m i t e d s u p p o r t network, were c h e c k e d o u t . 

Some c a l l e r s w i t h t h e h i g h f r e q u e n c y c r i s i s l i n e u s e had b o t h a 

l a r g e s u p p o r t network and engaged i t w i t h ease, n o t s u p p o r t i n g 

t h e r i v a l e x p l a n a t i o n . O t h e r e v i d e n c e i n t h e i n t e r v i e w d a t a was 

a l s o s e a r c h e d f o r t o c o u n t e r c o n c l u s i o n s , i . e . , no c a l l e r 

r e p o r t i n g a c u r r e n t s u b s t a n c e misuse problem. P r e s e n t 

d i f f i c u l t i e s i n f a m i l y o r o t h e r r e l a t i o n s h i p s and c h a l l e n g e s i n 

day t o day l i v i n g were r e v i e w e d f o r t h e c a l l e r s w i t h an eye t o 

s u b s t a n c e m i s u s e . The r e s e a r c h e r e n c o u n t e r e d no n e g a t i v e 

e v i d e n c e t o t h e f i n d i n g . 

F i n a l l y , t h e p r i n c i p a l i n v e s t i g a t o r c y c l e d back t h e f i n d i n g s 

t o t h e c a l l e r s a g r e e a b l e t o t h i s f u r t h e r c o n t a c t . 

V a l i d a t i o n P r o c e d u r e f o r t h e R e s u l t s w i t h C a l l e r s 

The v a l i d i t y o f t h e r e s u l t s was c h e c k e d w i t h f i v e c a l l e r s . 

One s u b j e c t c o u l d n o t be r e a c h e d f o r v a l i d a t i o n o f t h e i n t e r v i e w 

d a t a o r v a l i d a t i o n o f t h e r e s u l t s . The two s u b j e c t s t h a t 

o r i g i n a l l y s c h e d u l e d a phone back t i m e , when t h e y c o n t a c t e d t h e 

p r i n c i p a l i n v e s t i g a t o r t o v a l i d a t e t h e i n t e r v i e w d a t a , d i d n o t 
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complete t h e phone back. W i t h o u t t h e o r i g i n a l phone back, a 

f u r t h e r phone back t o v a l i d a t e t h e r e s u l t s c o u l d n o t be 

s c h e d u l e d . 

C r i s i s l i n e c h a r a c t e r i s t i c s emerging from t h e i n t e r v i e w d a t a 

were v a l i d a t e d b y c o n f i r m a t i o n w i t h t h e c a l l e r s . The c a l l e r s 

a l s o v a l i d a t e d t h e f o u r l e i t m o t i f s t h r o u g h t h e i r c o n f i r m a t i o n o f 

t h e themes. 

C h r o n i c c a l l e r c h a r a c t e r i s t i c s and t h e r e l a t i o n a l network o f 

t h o s e c h a r a c t e r i s t i c s a l s o were v a l i d a t e d w i t h t h e c a l l e r s . A l l 

f i v e c a l l e r s p r o v i d e d v a l i d a t i o n f o r c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s common t o a l l t h e s u b j e c t s . Lower f r e q u e n c y 

c h r o n i c c a l l e r c h a r a c t e r i s t i c s were v a l i d a t e d t h r o u g h 

c o n f i r m a t i o n w i t h l o w e r f r e q u e n c y c h r o n i c c a l l e r s and 

di s a g r e e m e n t w i t h h i g h e r f r e q u e n c y c h r o n i c c a l l e r s . H i g h e r 

f r e q u e n c y c h r o n i c c a l l e r c h a r a c t e r i s t i c s were v a l i d a t e d t h r o u g h 

c o n f i r m a t i o n w i t h h i g h e r f r e q u e n c y c h r o n i c c a l l e r s and 

di s a g r e e m e n t w i t h l o w e r f r e q u e n c y c h r o n i c c a l l e r s . 
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R e s u l t s 

The c a l l e r s ' c o n f i d e n t i a l i t y and a n o nymity r e m a i n p r i m a r y 

r e s e a r c h c o n c e r n s . Because c r i s i s l i n e p e r s o n n e l f r e q u e n t l y know 

t h e i r c h r o n i c c a l l e r s w e l l , s t e p s have been t a k e n t o e n s u r e t h e 

c a l l e r s ' i d e n t i t i e s r e m a i n c o n c e a l e d . D e t a i l e d d e s c r i p t i v e 

c h a r a c t e r i s t i c s , s u c h as gender, have been o m i t t e d i n t h e 

r e s u l t s . A l s o , where p o s s i b l e , r e s u l t s and d a t a t a b l e s have been 

w r i t t e n t o m i n i m i z e c a l l e r i d e n t i f i c a t i o n t h r o u g h a s s o c i a t i n g 

c h a r a c t e r i s t i c s . S i m i l a r l y , t o e n s u r e t h e a n o n y m i t y o f t h e 

t e l e p h o n e c r i s i s c e n t r e s , r e f e r e n c e s t o s p e c i f i c c r i s i s l i n e s 

have been o m i t t e d . 

The f i n d i n g s a r e p r e s e n t e d i n s i x p a r t s : t h e c a l l e r s and 

t h e i r c r i s i s l i n e c o n t a c t , c h r o n i c c a l l e r c h a r a c t e r i s t i c s , 

v a r i a t i o n s on c h r o n i c c a l l e r c h a r a c t e r i s t i c s b y t e l e p h o n i n g 

f r e q u e n c y , c r i s i s l i n e c h a r a c t e r i s t i c s , l e i t m o t i f s , and t h e 

c h r o n i c c a l l e r r e l a t i o n a l network. 

The C a l l e r s and t h e i r C r i s i s L i n e C o n t a c t 

The p r i n c i p a l i n v e s t i g a t o r i n t e r v i e w e d e i g h t c h r o n i c 

c a l l e r s . F i v e c a l l e r s were female and t h r e e male. C a l l e r s ' ages 

ranged f r o m 26 t o 49, w i t h an average age o f 37 y e a r s (see T a b l e 

1) . 

F o u r c a l l e r s l i v e d i n an u r b a n c e n t r e - an o l d e r , h i g h e r 

d e n s i t y p a r t o f a c i t y . Two l i v e d i n suburban o u t l a y i n g a r e a s , 

away f r o m t h e c i t y c o r e . Two c a l l e r s l i v e d i n v a l l e y s u b u r b s . 

No c a l l e r s l i v e d i n a r u r a l a r e a . 

The c a l l e r s r e p o r t e d y e a r s o f c o n t a c t r a n g i n g f r o m 6 months 
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T a b l e 1 

D e s c r i p t i v e C h a r a c t e r i s t i c s o f C a l l e r s and C r i s i s L i n e C o n t a c t 

F r e q u e n c y C r i s i s 
Y e a r s o f o f L i n e s 

S u b j e c t Age C o n t a c t C o n t a c t C o n t a c t e d 

s 43 7 4/day 2-4 

T 38 6 2/day 3-5 

P 33 10 4-5/week 2-4 

R 31 10-11 d a i l y o r 
1-2/week 

1-4 

N 33 M 3-4/week •2-3 

Y 43 7-8 3/week 3-5 

L 49 13 8-12/ 
month 

1 

M 26 5 3-5/ 
month 

1-2 

V 
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t h r o u g h t o 13 y e a r s (see T a b l e 1 ) . 

The ave r a g e l e n g t h o f o n g o i n g c o n t a c t was a p p r o x i m a t e l y 7% 

y e a r s . T h i s average was o b t a i n e d b y a d d i n g t h e y e a r s o f c o n t a c t 

f o r a l l s u b j e c t s and d i v i d i n g b y t h e t o t a l number o f s u b j e c t s . 

(When a c a l l e r s t a t e d a range f o r y e a r s o f c o n t a c t , midway i n t h e 

range o f y e a r s was t a k e n as t h e y e a r s o f c o n t a c t . F o r example, 

10 t o 11 y e a r s o f c o n t a c t was t a k e n as 10% y e a r s . ) 

C a l l e r s a l s o r e p o r t e d a wide range o f t e l e p h o n i n g f r e q u e n c y . 

The g r e a t e s t was f o u r c a l l s a day. The l o w e s t f r e q u e n c y was 

t h r e e t o f i v e t i m e s a month, about once a week (see T a b l e 1 ) . 

The a v e r a g e c a l l e r phoned about once a day. I n o b t a i n i n g 

t h i s a v e r a g e , t h e f o l l o w i n g p r o c e d u r e was used. F i r s t , t h e 

f r e q u e n c y o f c o n t a c t f o r a l l s u b j e c t s was changed t o t h e number 

o f c a l l s p e r week. Next, t h e number o f c a l l s p e r week f o r a l l 

s u b j e c t s was added and d i v i d e d b y t h e t o t a l number o f s u b j e c t s t o 

o b t a i n t h e ave r a g e number o f c a l l s p e r week f o r a c a l l e r . 

L a s t l y , t h e ave r a g e number o f c a l l s p e r week was d i v i d e d b y seven 

t o o b t a i n t h e average number o f c a l l s p e r day f o r a c a l l e r . 

The c a l l e r s r e p o r t e d t h e y t e l e p h o n e d r e g u l a r l y f r om one t o 

f i v e d i f f e r e n t c r i s i s l i n e s . One c a l l e r m e n t i o n e d t e l e p h o n i n g 

one c r i s i s l i n e c o n s i s t e n t l y and no o t h e r s . To t h e o t h e r 

extreme, two c a l l e r s s t a t e d t h e y t e l e p h o n e d t h r e e t o f i v e 

d i f f e r e n t c r i s i s l i n e s r e g u l a r l y (see T a b l e 1 ) . 

On a v e r a g e t h e c a l l e r s phoned two o r t h r e e d i f f e r e n t c r i s i s 

l i n e s . I n o b t a i n i n g t h i s a verage, t h e low number f r o m t h e range 

o f c r i s i s l i n e s r e g u l a r l y c o n t a c t e d f o r a l l s u b j e c t s was added 
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and d i v i d e d b y t h e t o t a l number o f s u b j e c t s . Next, t h e h i g h 

number f r o m t h e range o f c r i s i s l i n e s r e g u l a r l y c o n t a c t e d f o r a l l 

s u b j e c t s was added and d i v i d e d b y t h e t o t a l number o f s u b j e c t s . 

(For t h o s e s u b j e c t s w i t h a s p e c i f i c number o f r e g u l a r l y c o n t a c t e d 

c r i s i s l i n e s , t h i s number was u s e d f o r b o t h t h e low and h i g h 

number o f c r i s i s l i n e s r e g u l a r l y c o n t a c t e d . ) These two numbers 

t h e n gave t h e range o f c r i s i s l i n e s r e g u l a r l y c o n t a c t e d b y t h e 

c a l l e r s . 

C h r o n i c C a l l e r C h a r a c t e r i s t i c s 

The c h r o n i c c a l l e r c h a r a c t e r i s t i c s a r e g rouped i n t o f o u r 

c a t e g o r i e s : p e r s o n a l c h a r a c t e r i s t i c s ; r e l a t i o n a l ; f a m i l y 

background; and c o u n s e l l i n g , t h e r a p y o r t r e a t m e n t . The r e s u l t s 

r e p o r t e d r e f l e c t t h o s e c h r o n i c c a l l e r c h a r a c t e r i s t i c s i n d i c a t e d 

from p r e v i o u s r e s e a r c h and t h o s e c h a r a c t e r i s t i c s n e w l y i d e n t i f i e d 

(see T a b l e 2 ) . 

P e r s o n a l C h a r a c t e r i s t i c s 

No S u b s t a n c e M i s u s e . None o f t h e c a l l e r s i n t h e s t u d y 

r e v e a l e d a c u r r e n t s u b s t a n c e misuse c o n c e r n . Of t h e t h r e e 

c a l l e r s m e n t i o n i n g a n a l c o h o l o r o t h e r d r u g p r o b l e m , a l l were now 

i n r e c o v e r y f o r t h e i r s u b s t a n c e m isuse. The r e m a i n i n g c a l l e r s 

p u t f o r w a r d : " I t ' s n o t an i s s u e . " 

P r o l o n g e d H e a l t h Concerns. A l l c a l l e r s d i s c l o s e d p r o l o n g e d 

h e a l t h p r o b l e m s , e i t h e r p h y s i c a l , m e n t a l o r e m o t i o n a l , sometimes 

c o n c u r r e n t l y . Two c a l l e r s s a i d t h e y were d i s a b l e d f r o m b i r t h . 

The o t h e r c a l l e r s r e p o r t e d p h y s i c a l h e a l t h c o n c e r n s l a s t i n g 

s e v e r a l y e a r s , sometimes as a d u l t s , sometimes as c h i l d r e n . F our 
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T a b l e 2 

C h r o n i c C a l l e r C h a r a c t e r i s t i c s 

n C h r o n i c C a l l e r C h a r a c t e r i s t i c 

P e r s o n a l C h a r a c t e r i s t i c s 

8 no s u b s t a n c e misuse 

8 p r o l o n g e d h e a l t h c o n c e r n s 

6 p e r s o n a l and p h y s i c a l l i m i t a t i o n s f r om h e a l t h 

6 l i m i t e d employment, t h e n l i m i t e d f i n a n c e s 

5 s u i c i d e h i s t o r y 

3 m e n t a l i l l n e s s 

R e l a t i o n a l 

6 d e f i n i t e l y f r i e n d s 

6 l i t t l e f a m i l y c o n t a c t 

6 few w i t h s p e c i a l o t h e r s 

6 c h a l l e n g i n g r e l a t i o n s h i p h i s t o r y 

5 l i m i t e d a b i l i t y t o engage and use s u p p o r t systems 

F a m i l y Background 

8 a l c o h o l o r o t h e r d r u g a d d i c t e d f a m i l i e s 

8 s e v e r e abuse o r n e g l e c t 

7 two p a r e n t f a m i l i e s 

c o n t i n u e d 
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T a b l e 2 

C h r o n i c C a l l e r C h a r a c t e r i s t i c s (Continued) 

n C h r o n i c C a l l e r C h a r a c t e r i s t i c 

C o u n s e l l i n g , Therapy o r Treatment 

8 p r e v i o u s o r c u r r e n t c o u n s e l l i n g , t h e r a p y o r t r e a t m e n t 

8 e a r l y l i f e s t a r t t o c o u n s e l l i n g , t h e r a p y o r t r e a t m e n t 

8 m e n t a l h e a l t h c o n t a c t 

8 more y e a r s w i t h h e l p i n g s e r v i c e s t h a n w i t h c r i s i s l i n e s 
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c a l l e r s t a l k e d about o n g o i n g p h y s i c a l h e a l t h p r o b l e m s , two o f 

t h e s e c a l l e r s w i t h c o n c u r r e n t m e n t a l i l l n e s s e s . 

Three c a l l e r s d i s c l o s e d a p s y c h i a t r i c d i a g n o s i s . A n o t h e r 

c a l l e r s h a r e d a s e v e r e e m o t i o n a l d i f f i c u l t y a r o u n d p e r s o n a l 

i d e n t i t y , s t r e s s i n g t o t h e p o i n t o f a t t e m p t e d s u i c i d e . F o r a l l 

t h e s e c a l l e r s t h e y r e p o r t e d t h e i r p s y c h i a t r i c o r e m o t i o n a l 

c o n c e r n s l a s t e d many y e a r s . A d d i t i o n a l l y , f o r t h e t h r e e c a l l e r s 

t h a t d i s c l o s e d a d i a g n o s e d m e n t a l i l l n e s s , t h e y a l s o m e ntioned a 

c o n c u r r e n t p h y s i c a l h e a l t h c o n c e r n . 

P e r s o n a l and P h y s i c a l L i m i t a t i o n s f r om H e a l t h . S i x o f t h e 

c a l l e r s d i s c u s s e d t h e i r h e a l t h c o n c e r n s as p h y s i c a l l y hampering 

them o r p e r s o n a l l y l i m i t i n g them. Three c a l l e r s s a i d t h e y had a 

l i m i t e d a b i l i t y t o g e t out i n t h e w o r l d because h e a l t h problems 

had p h y s i c a l l y d i s a b l e d them. The o t h e r t h r e e m e n t i o n e d p e r s o n a l 

and e m o t i o n a l l i m i t a t i o n s a r i s i n g f r om t h e i r h e a l t h c h a l l e n g e s . 

They r e p o r t e d f e e l i n g t h e i r h e a l t h p r o b l e m somehow s t i g m a t i z e d 

them l a t e r . As one c a l l e r s t a t e d , r e p r e s e n t a t i v e o f t h e 

e x p e r i e n c e f o r a l l : " I had e p i l e p s y u n t i l I was t h e age o f seven. 

I had a v e r y d i f f i c u l t t i m e l e a r n i n g t h r o u g h s c h o o l . I was p u t 

back i n c l a s s . I al w a y s f e l t I was b e i n g c a l l e d s t u p i d " ( N ) 7 . 

L i m i t e d Employment, t h e n L i m i t e d F i n a n c e s . O n l y two c a l l e r s 

m e ntioned r e g u l a r employment. One o f t h e two me n t i o n e d l i v i n g 

f rom p a y cheque t o pay cheque. The o t h e r c a l l e r m e n t i o n e d b e i n g 

o f f work c u r r e n t l y due t o a back i n j u r y . O n l y t h i s c a l l e r 

i n d i c a t e d c u r r e n t f i n a n c i a l s u c c e s s . 

The r e m a i n i n g s i x c a l l e r s s h a r e d a h i s t o r y o f l i m i t e d 
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employment o r unemployment. Unable t o g e t a j o b o r h a v i n g o n l y 

l i m i t e d employment, t h e s e c a l l e r s r e p o r t e d r e d u c e d f i n a n c i a l 

r e s o u r c e s . W i t h l i m i t e d money, t h e y s t a t e d t h e y were r e s t r i c t e d 

i n o t h e r r e s o u r c e s t h e y c o u l d engage f o r t h e m s e l v e s , l i k e 

c o u n s e l l i n g o r r e c r e a t i o n a l s e r v i c e s . 

S u i c i d e H i s t o r y . F o u r c a l l e r s d i s c l o s e d a p r e v i o u s s u i c i d e 

a t t e m p t . F o r one t h e " s u i c i d e a t t e m p t " was d e s c r i b e d as an 

e f f o r t t o g a i n some c o n t r o l and power back f r o m m e n t a l h e a l t h 

o v e r e n f o r c e d i n s t i t u t i o n a l i z a t i o n . F o r t h e o t h e r t h r e e t h e 

r e p o r t e d s u i c i d e a t t e m p t s were t o end t h e i r l i v e s . One o t h e r 

c a l l e r m e n t i o n e d a d r u g o v e r d o s e - n o t a s u i c i d e a t t e m p t - t r y i n g 

t o engage h e l p from m e n t a l h e a l t h s e r v i c e s . 

Three c a l l e r s s t a t e d t h e y i n i t i a l l y c o n t a c t e d c r i s i s l i n e s 

w i t h s u i c i d a l f e e l i n g s . C u r r e n t l y , o n l y two c a l l e r s s a i d t h e y 

might t e l e p h o n e c r i s i s l i n e s w i t h some s u i c i d a l f e e l i n g s . F o r 

one, t h i s was r a r e . F o r t h e o t h e r , t h i s was a c h r o n i c , p a s s i v e 

s u i c i d a l t e n dency, eg., s u i c i d e b y n e g l e c t i n g one's h e a l t h , s u c h 

as d r i n k i n g t o o much, l i k e t h e c a l l e r d i d i n t h e p a s t . I n a l l 

f i v e c a l l e r s m e n tioned f e e l i n g s u i c i d a l o r p r e v i o u s s u i c i d e 

a t t e m p t s . 

M e n t a l I l l n e s s . Three c a l l e r s had a p s y c h i a t r i c d i a g n o s i s 

t h a t t h e y d i s c l o s e d . A l l were d i a g n o s e d m a n i c - d e p r e s s i v e . Two 

mentioned r e c e i v i n g o n g o i n g t r e a t m e n t . The o t h e r c a l l e r 

i n d i c a t e d t h a t t r e a t m e n t was no l o n g e r needed. 

R e l a t i o n a l 

D e f i n i t e l y F r i e n d s . Two c a l l e r s m e n t i o n e d t h e y g o t o u t 
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s o c i a l l y w i t h o t h e r s b u t c a l l e d t h e s e p e o p l e o n l y a c q u a i n t a n c e s . 

The o t h e r s i x c a l l e r s r e p o r t e d two o r more f r i e n d s t h a t t h e y 

engaged w i t h s o c i a l l y a t l e a s t once o r more t i m e s a month. Three 

o f t h e s e c a l l e r s r e p o r t e d a s o c i a l s u p p o r t network o f f i v e o r 

more p e o p l e t h a t t h e y saw a t l e a s t once e v e r y two weeks t o d a i l y . 

L i t t l e F a m i l y C o n t a c t . O n l y two c a l l e r s m e n t i o n e d r e g u l a r , 

s i g n i f i c a n t and m e a n i n g f u l c o n t a c t w i t h f a m i l y members. However, 

t h e y s t a t e d t h i s c o n t a c t was l i m i t e d o n l y t o some o f t h e i r f a m i l y 

members. F o r b o t h c a l l e r s , t h e y i n d i c a t e d one p a r e n t was n o t 

p a r t o f t h e i r f a m i l y s u p p o r t network. 

The o t h e r c a l l e r s r e v e a l e d more l i m i t e d c o n t a c t and 

r e l a t i o n s h i p s w i t h t h e i r f a m i l y . F o u r c a l l e r s s a i d t h e y had 

r e g u l a r b u t d i s t a n c e r e l a t i o n s h i p s w i t h t h e i r f a m i l y members. 

They d e s c r i b e d t h e i r f a m i l y r e l a t i o n s h i p s as s a t i s f a c t o r y , a l l 

f a m i l y members g e n e r a l l y l i v i n g t h e i r own l i v e s . The r e m a i n i n g 

two c a l l e r s m e n tioned r a r e o r no c o n t a c t w i t h t h e i r f a m i l y 

members, p a r t i c u l a r l y p a r e n t s . 

Few w i t h S p e c i a l O t h e r s . The c a l l e r s t e n d e d t o be more o f t e n 

u n m a r r i e d / u n p a r t n e r e d : s i n g l e , d i v o r c e d , widowed o r s e p a r a t e d . 

O n l y two c a l l e r s m e n tioned a c u r r e n t r e l a t i o n s h i p . Two o t h e r 

c a l l e r s i n d i c a t e d a r e l a t i o n s h i p had ended w i t h i n t h e l a s t y e a r . 

The r e m a i n i n g c a l l e r s r e p o r t e d e i t h e r no p r e v i o u s s i g n i f i c a n t 

r e l a t i o n s h i p s o r b e i n g o u t o f a s p e c i a l r e l a t i o n s h i p w e l l o v e r a 

y e a r . 

C h a l l e n g i n g R e l a t i o n s h i p H i s t o r y . One c a l l e r m e n t i o n e d no 

c u r r e n t o r p r e v i o u s r e l a t i o n s h i p s . A n o t h e r c a l l e r s t i l l was 
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m a i n t a i n i n g t h e f i r s t r e l a t i o n s h i p . The r e m a i n i n g s i x c a l l e r s 

m e n t ioned one o r more s i g n i f i c a n t r e l a t i o n s h i p s . Three o f t h e s e 

c a l l e r s d i s c l o s e d one p r e v i o u s r e l a t i o n s h i p , one o f t h e t h r e e now 

i n a second r e l a t i o n s h i p . Two o t h e r s m e n t i o n e d two p r e v i o u s 

r e l a t i o n s h i p s . A n o t h e r c a l l e r d i s c u s s e d t h r e e p r e v i o u s 

s i g n i f i c a n t r e l a t i o n s h i p s . 

F o u r c a l l e r s r e p o r t e d p r e v i o u s r e l a t i o n s h i p s t h a t were 

a b u s i v e . F o r one c a l l e r , t h e abuse r e v e a l e d was l i m i t e d t o 

s e v e r e e m o t i o n a l and v e r b a l abuse. F o r t h e o t h e r t h r e e , t h e 

e m o t i o n a l and v e r b a l abuse d i s c l o s e d was compounded b y p h y s i c a l 

abuse. 

F o r t h e o t h e r two c a l l e r s r e p o r t i n g p r e v i o u s r e l a t i o n s h i p s , 

b o t h d e s c r i b e d t h e i r r e l a t i o n s h i p s as u n s a t i s f y i n g and s a i d t h e y 

l e f t t h e r e l a t i o n s h i p s t o b e t t e r d e a l w i t h t h e i r own needs. They 

s t a t e d t h e y f e l t a sense o f i n c o m p a t i b i l i t y and wanted t o make 

t h e i r l i v e s what t h e y d e s i r e d i n s t e a d . 

L i m i t e d A b i l i t y t o Engage and Use S u p p o r t Systems. O n l y one 

c a l l e r r e p o r t e d s i g n i f i c a n t and m e a n i n g f u l s u p p o r t from b o t h 

f a m i l y and f r i e n d s . T h i s c a l l e r m e n tioned a c u r r e n t s p e c i a l 

o t h e r g i v i n g s u p p o r t as w e l l . Two o t h e r c a l l e r s m e n t i o n e d 

e n g a g i n g s u p p o r t f r o m o t h e r s : one f r o m t h e i r f a m i l y , and t h e 

o t h e r f rom t h e i r network o f f r i e n d s . The r e m a i n i n g f i v e c a l l e r s 

i n d i c a t e d l i m i t e d o r no s u b s t a n t i a l s u p p o r t from f a m i l y o r 

f r i e n d s , and no s p e c i a l o t h e r s t o draw s u p p o r t from. 

Three o f t h e f i v e c a l l e r s t h a t i n d i c a t e d a l i m i t e d s u p p o r t 

network and no s p e c i a l o t h e r s a l s o r e l a y e d an i n a b i l i t y t o s h a r e 
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th e m s e l v e s more d e e p l y and t o conn e c t more i n t i m a t e l y w i t h 

o t h e r s . They s h a r e d a h e s i t a n c y o r i n a b i l i t y t o move beyond t h e 

s o c i a l s u r f a c e . One c a l l e r r e p r e s e n t e d t h i s f o r a l l t h r e e 

c a l l e r s i n t h e s t a t e m e n t : "We t a l k about each o t h e r s ' problems, 

but I n e v e r r e a l l y go i n t o d e t a i l about t h i n g s o t h e r t h a n l i k e 

s u r f a c e . But t h a t ' s t h e b e s t I c a n do. U s u a l l y I don't t a l k 

about m y s e l f " (M) . One c a l l e r even mentioned a f e a r t o b u i l d more 

i n t i m a c y . A l s o , f o r two o f t h e s e c a l l e r s t h e i r r e p o r t e d 

f r e q u e n c y o f c o n t a c t w i t h o t h e r s was no i n d i c a t o r o f d e p t h o f 

c o n t a c t . They r e p o r t e d s e e i n g f r i e n d s o r a c q u a i n t a n c e s d a i l y o r 

even w e e k l y and s t i l l m e ntioned d i f f i c u l t i e s c o n n e c t i n g w i t h 

o t h e r s w i t h g r e a t e r i n t i m a c y . 

O n l y two c a l l e r s m e n tioned any s u p p o r t f r o m t h e i r f a m i l y 

network, though t h i s s u p p o r t was r e s t r i c t e d i n t h e c a l l e r s ' v i e w . 

The r e m a i n i n g s i x c a l l e r s r e p o r t e d l i m i t e d o r no c o n t a c t w i t h 

f a m i l y members. They i n d i c a t e d i f any f a m i l y c o n t a c t o c c u r r e d , 

i t was n o t s u p p o r t i v e f o r them. Four o f t h e s e c a l l e r s even s a i d 

t h e i r p a r e n t s and o t h e r f a m i l y members were n o t r e a l l y i n t e r e s t e d 

i n them. 

W h i l e a l l c a l l e r s r e p o r t e d a s o c i a l network o f two o r more 

p e o p l e , o n l y two c a l l e r s showed an a b i l i t y t o use t h e i r s o c i a l 

network f o r more s i g n i f i c a n t s u p p o r t . They r e p o r t e d s i g n i f i c a n t 

and m e a n i n g f u l s u p p o r t from t h e s e f r i e n d s , l i k e h e l p t h r o u g h 

p e r s o n a l l o s s e s . They a l s o r e p o r t e d t h e i r e f f o r t s t o m a i n t a i n 

t h e s e f r i e n d s h i p s , s u c h as w o r k i n g t o g e t h e r t o work t h r o u g h 

d i s a g r e e m e n t s . B o t h i n d i c a t e d t h e f r i e n d s h i p s as s a t i s f y i n g . 
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The t h r e e g a y / l e s b i a n i d e n t i f i e d c a l l e r s t e n d e d t o r e p o r t 

l a r g e r , more b e n e f i c i a l , and more m e a n i n g f u l s u p p o r t n e t w o r k s o f 

f r i e n d s t h a n d i d t h o s e c a l l e r s h e t e r o s e x u a l i d e n t i f i e d . 

F a m i l y Background 

A l c o h o l o r O t h e r Drug A d d i c t e d F a m i l i e s . W i t h o u t e x c e p t i o n 

a l l c a l l e r s r e p o r t e d an a l c o h o l o r o t h e r d r u g a d d i c t e d f a m i l y 

background. F i v e c a l l e r s mentioned a s u b s t a n c e a b u s i n g f a t h e r . 

Two m e n t i o n e d a s u b s t a n c e a b u s i n g mother. One c a l l e r r e p o r t e d 

b o t h p a r e n t s as s u b s t a n c e a b u s e r s . Two c a l l e r s r e v e a l e d a p a r e n t 

m i s u s i n g a s u b s t a n c e o t h e r t h a n a l c o h o l . 

Two c a l l e r s s h a r e d t h e i n f o r m a t i o n came t o them t h r o u g h 

second hand news - t h e y n e v e r saw t h e s u b s t a n c e a b u s i n g p a r e n t 

t h e m s e l v e s . The o t h e r s i x c a l l e r s r e p o r t e d d i r e c t e x p e r i e n c e s 

w i t h t h e s u b s t a n c e a b u s i n g p a r e n t . They m e n t i o n e d f a m i l y 

c o n f l i c t s , p h y s i c a l abuse i n t h e home, and n e g l e c t f u l p a r e n t i n g 

as p a r t o f t h e i r e x p e r i e n c e s . F o r a l l , r e p r e s e n t i n g t h e g e n e r a l 

impact o f t h e s u b s t a n c e abuse, one c a l l e r s t a t e d : "And I t h i n k 

t h a t ' s why I had a d i f f i c u l t t i me...because I f e e l t h a t maybe i f 

my f a t h e r was i n t o a l c o h o l , t h e y [my p a r e n t s ] r e a l l y d i d n ' t c a r e 

one way o r a n o t h e r what I was g o i n g t h r o u g h " ( N ) . 

S e v e r e Abuse o r N e g l e c t . A t a minimum a l l c a l l e r s r e p o r t e d 

e x p e r i e n c i n g v e r b a l and e m o t i o n a l abuse i n t h e i r f a m i l i e s . F our 

o f t h e c a l l e r s s a i d t h e i r s u b s t a n c e a b u s i n g p a r e n t s c o n t r i b u t e d 

t o t h e e m o t i o n a l abuse and n e g l e c t endured b y them. F o r t h e two 

c a l l e r s r e p o r t i n g o n l y v e r b a l and e m o t i o n a l abuse, even t h e y 

mentioned l o n g t e r m c h a l l e n g e s , r e p r e s e n t e d i n one c a l l e r ' s 
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s t a t e m e n t : "I s t i l l nave a l o t o f problems w i t h my esteem, b u t 

i t ' s a l o t b e t t e r . I don't know i f you g e t o v e r i t , b u t you, 

sometimes i t j u s t t a k e s a l o n g t i m e " ( P ) . 

F i v e c a l l e r s r e p o r t e d t h e f a m i l y abuse was p h y s i c a l and 

p e r s o n a l l y v i o l a t i n g . F our o f t h e s e c a l l e r s a l s o r e p o r t e d s e x u a l 

abuse t h a t happened t o them. A l l f i v e c a l l e r s r e p o r t e d l o n g t e r m 

impact from t h e abuse t h a t t h e y s t i l l were w o r k i n g t h r o u g h . 

F o u r c a l l e r s r e v e a l e d t h e abuse t h e y r e p o r t e d was t h e most 

s i g n i f i c a n t i n f l u e n c e f r om t h e i r f a m i l y o f o r i g i n . F o r t h e o t h e r 

f o u r , even i f t h e y r e p o r t e d abuse, t h e abuse was l e s s i n f l u e n t i a l 

on them t h a n t h e n e g l e c t i n g p a r e n t s o r o u t r i g h t o s t r a c i s m f r om 

t h e e n t i r e f a m i l y . 

F i v e c a l l e r s m e n tioned s e v e r e n e g l e c t f r o m t h e i r p a r e n t s . 

They s a i d t h e i r p a r e n t s d i d n o t n o t i c e o r show i n t e r e s t i n them 

as c h i l d r e n o r y o u t h . Four c a l l e r s i n d i c a t e d t h e i r p a r e n t s were 

u n a v a i l a b l e t o them t o a d d r e s s t h e i r needs and c o n c e r n s , o f t e n 

because o f a l c o h o l o r o t h e r d r u g abuse. 

F o u r c a l l e r s s t a t e d t h e y were a c t i v e l y s h u f f l e d away from 

t h e r e s t o f t h e f a m i l y , e i t h e r i n s t i t u t i o n a l i z e d o r f o r c e d o u t o f 

t h e home. Two o f t h e s e c a l l e r s s t a t e d t h e y were c l e a r l y unwanted 

by t h e i r p a r e n t s . 

One c a l l e r r e v e a l e d a more s u b t l e f o rm o f n e g l e c t - t h e 

p a r e n t s s h e l t e r e d t h e c a l l e r as a c h i l d because o f a d i s a b i l i t y . 

T h i s c a l l e r s a i d t h i s l e d t o d i f f i c u l t i e s l a t e r i n l i f e , s u c h as 

c h o o s i n g f r i e n d s , because t h e c a l l e r d i d n o t d e v e l o p t h e l i f e 

s k i l l s needed i n t h e s h e l t e r e d f a m i l y s i t u a t i o n . 
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Two P a r e n t F a m i l i e s . S i x c a l l e r s i n d i c a t e d t h e y were r a i s e d 

c o n s i s t e n t l y i n a two p a r e n t f a m i l y . One c a l l e r m e n t i o n e d 

g r o w i n g up i n a s i n g l e p a r e n t f a m i l y f o r t h r e e y e a r s u n t i l t h e 

f a t h e r r e m a r r i e d . The r e m a i n i n g c a l l e r r e v e a l e d u s u a l l y l i v i n g 

i n a s i n g l e p a r e n t f a m i l y , t h e f a m i l y ' s f a t h e r s p o r a d i c a l l y 

l i v i n g w i t h t h e mother and c h i l d r e n . 

C o u n s e l l i n g , Therapy o r Treatment 

P r e v i o u s o r C u r r e n t C o u n s e l l i n g , Therapy o r Treatment. A l l 

c a l l e r s r e p o r t e d i n v o l v e m e n t w i t h some t y p e o f c o u n s e l l i n g , 

t h e r a p y o r t r e a t m e n t . Two o f t h e c a l l e r s s t a t e d t h e y had ended 

t h e r a p y and/or c o u n s e l l i n g f o r t h r e e o r more y e a r s . One c a l l e r 

m e ntioned l o o k i n g f o r a new c o u n s e l l i n g r e s o u r c e . A n o t h e r t a l k e d 

about s t a r t i n g t h e r a p y a g a i n . The r e m a i n i n g f o u r c a l l e r s s t a t e d 

t h e y were i n o n g o i n g t h e r a p y , t r e a t m e n t o r c o u n s e l l i n g . 

E a r l y L i f e S t a r t t o C o u n s e l l i n g , Therapy o r Treatment. A l l 

c a l l e r s i n t e r v i e w e d s t a t e d t h e i r e x p e r i e n c e s w i t h c o u n s e l l i n g , 

t h e r a p y o r t r e a t m e n t - m e d i c a l o r m e n t a l h e a l t h - began e a r l y i n 

t h e i r l i v e s . F i v e c a l l e r s s a i d t h e y were i n v o l v e d i n some t y p e 

o f m e d i c a l o r m e n t a l h e a l t h t r e a t m e n t b e f o r e age 10; t h e o t h e r 

t h r e e c a l l e r s s t a t e d by t h e i r l a t e t e e n s . 

M e n t a l H e a l t h C o n t a c t . A l l c a l l e r s m e n t i o n e d c o n t a c t w i t h 

m e n t a l h e a l t h s e r v i c e s a t sometime i n t h e i r l i v e s . Three c a l l e r s 

s a i d t h e y had r e c e i v e d a p s y c h i a t r i c d i a g n o s i s : two s t i l l 

r e c e i v i n g t r e a t m e n t ; one out o f t r e a t m e n t . Two o t h e r c a l l e r s 

s t a t e d t h e y were i n v o l v e d w i t h p s y c h i a t r i c s e r v i c e s as y o u t h 

w i t h o u t a m e n t a l i l l n e s s , pushed i n t o t r e a t m e n t b y t h e i r p a r e n t s . 
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The r e m a i n i n g t h r e e c a l l e r s r e p o r t e d c o n t a c t w i t h m e n t a l h e a l t h 

s e r v i c e s , a l l w i t h n o n - p s y c h i a t r i c c o n c e r n s . 

More Y e a r s w i t h H e l p i n g S e r v i c e s t h a n w i t h C r i s i s L i n e s . A l l 

t h e c a l l e r s m e n tioned c o n t a c t w i t h o t h e r h e l p i n g s e r v i c e s b e f o r e 

t h e i r i n i t i a l c o n t a c t w i t h t e l e p h o n e c r i s i s c e n t r e s . The c a l l e r 

r e p o r t i n g t h e g r e a t e s t amount o f c o n t a c t w i t h o t h e r h e l p i n g 

s e r v i c e s h a d been i n c o n t a c t w i t h them f o r o v e r t w e n t y y e a r s , 

p r o b a b l y c l o s e r t o 30 y e a r s , and mentioned o n l y t e l e p h o n i n g 

c r i s i s l i n e s f o r about t h i r t e e n y e a r s . The c a l l e r m e n t i o n i n g 

l e a s t c o n t a c t w i t h o t h e r h e l p i n g p r o f e s s i o n s had o n l y been 

r e c e i v i n g s e r v i c e s f o r about e i g h t months. T h i s c a l l e r r e p o r t e d 

o n l y c o n t a c t i n g c r i s i s l i n e s f o r a few weeks l e s s t h a n o t h e r 

h e l p i n g s e r v i c e s . 

O n l y two c a l l e r s s a i d t h e y f o u n d o u t about c r i s i s l i n e s from 

a n o t h e r h e l p i n g s e r v i c e . F o u r c a l l e r s s a i d t h e y f o u n d o u t about 

c r i s i s l i n e s f r o m t h e t e l e p h o n e book. The o t h e r two c a l l e r s 

s t a t e d t h e y d i d n o t remember where t h e y f i r s t f o u n d o u t about 

c r i s i s l i n e s . 

V a l i d a t i o n o f C h r o n i c C a l l e r C h a r a c t e r i s t i c s w i t h C a l l e r s 

The f i v e c a l l e r s c o n t a c t e d a t f o l l o w - u p c o n f i r m e d , and 

sometimes c l a r i f i e d , t h e c h r o n i c c a l l e r c h a r a c t e r i s t i c s common t o 

a l l s u b j e c t s . F o r example, t h e common c h r o n i c c a l l e r 

c h a r a c t e r i s t i c o f " a t l e a s t some f r i e n d s " was c l a r i f i e d f u r t h e r 

a t f o l l o w - u p . Though s t i l l a c h a r a c t e r i s t i c common m o s t l y t o a l l 

c a l l e r s , a s l i g h t t r e n d f o r t h e h i g h e s t f r e q u e n c y c h r o n i c c a l l e r s 

i d e n t i f y i n g a c q u a i n t a n c e s , n o t f r i e n d s , was s t a r t i n g t o emerge. 
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V a r i a t i o n s on C h r o n i c C a l l e r C h a r a c t e r i s t i c s 

b y T e l e p h o n i n g F r e q u e n c y 

The f o u r c a l l e r s t e l e p h o n i n g w i t h t h e g r e a t e s t f r e q u e n c y 

were r e g a r d e d as h i g h e r f r e q u e n c y c h r o n i c c a l l e r s . The f o u r 

c a l l e r s t e l e p h o n i n g w i t h t h e l e a s t f r e q u e n c y were r e g a r d e d as 

l o w e r f r e q u e n c y c h r o n i c c a l l e r s . W i t h t h i s d i s t i n c t i o n , t h e 

c h r o n i c c a l l e r s d i s p l a y e d d i f f e r e n c e s d e p ending on whether t h e y 

were h i g h e r o r l o w e r f r e q u e n c y c a l l e r s . 

The f o u r h i g h e r f r e q u e n c y c h r o n i c c a l l e r s t e n d e d t o 

t e l e p h o n e c r i s i s l i n e s w i t h a g r e a t e r and more c o n s i s t e n t 

f r e q u e n c y t h a n t h e f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s . Two 

l o w e r f r e q u e n c y c h r o n i c c a l l e r s s t a t e d i n t h e p a s t t h e y were a 

f r e q u e n t , d a i l y o r more u s e r o f c r i s i s l i n e s . However, t h e s e 

l o w e r f r e q u e n c y c h r o n i c c a l l e r s i n d i c a t e d t h e y had m a i n t a i n e d 

t h e i r c u r r e n t c o n s i s t e n t l e v e l o f c o n t a c t f o r s e v e r a l months, 

even y e a r s . Two l o w e r f r e q u e n c y c h r o n i c c a l l e r s m e n t i o n e d even 

g o i n g a month o r more w i t h o u t any c r i s i s l i n e c o n t a c t . 

The d i s c r i m i n a t i n g c h a r a c t e r i s t i c s between t h e f o u r h i g h e r 

f r e q u e n c y and t h e f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s o c c u r 

a c r o s s t h r e e b r o a d c a t e g o r i e s : t h e c a l l e r s 1 r e l a t i o n s h i p w i t h t h e 

c r i s i s l i n e s , t h e c a l l e r s ' t h e r a p e u t i c h i s t o r y , and t h e c a l l e r s ' 

f a m i l y h i s t o r y and s p e c i a l r e l a t i o n s h i p s . 

R e l a t i o n s h i p w i t h C r i s i s L i n e s 

T h e r a p e u t i c Use v e r s u s P r a c t i c a l Use. The f o u r h i g h e r 

f r e q u e n c y c h r o n i c c a l l e r s t e n d e d t o r e p o r t more t h e r a p e u t i c use 

o f c r i s i s l i n e s t h a n d i d t h e f o u r l o w e r f r e q u e n c y c h r o n i c 
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c a l l e r s . The h i g h e r f r e q u e n c y c a l l e r s r e v e a l e d t e l e p h o n i n g 

c r i s i s c e n t r e s f o r s u p p o r t , f r i e n d s h i p , c o n t a c t , and f o r 

t h e r a p e u t i c r e a s o n s , l i k e v a l i d a t i o n and r e l a t i o n s h i p b u i l d i n g 

s k i l l s . The f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s m e n t i o n e d 

t e l e p h o n i n g c r i s i s l i n e s f o r s u p p o r t , f r i e n d s h i p and c o n t a c t , 

s i m i l a r t o h i g h e r f r e q u e n c y c a l l e r s . The l o w e r f r e q u e n c y c h r o n i c 

c a l l e r s a l s o t e n d e d t o r e p o r t more p r a c t i c a l u se o f c r i s i s l i n e s , 

s u c h as f o r r e f e r r a l s o r p r o b l e m - s o l v i n g , t h e s e s e r v i c e s more 

a v a i l a b l e f rom c r i s i s l i n e s t h a n t h e r a p y . (See T a b l e 3 f o r 

c a l l e r s ' c h r o n i c i t y b y t h e c a l l e r s u se o f c r i s i s l i n e s . ) 

A l l f o u r h i g h e r f r e q u e n c y c h r o n i c c a l l e r s r e v e a l e d a 

r e l a t i o n s h i p w i t h t h e c r i s i s l i n e s t h a t was f r e q u e n t l y 

t h e r a p e u t i c . They t e n d e d t o r e p o r t u s i n g t h e c r i s i s l i n e s 

between c o u n s e l l i n g a ppointments f o r t h e r a p e u t i c s u p p o r t . F o r 

t h r e e o f t h e s e c a l l e r s t h e y s t a t e d t h e c r i s i s l i n e even became 

t h e r e p l a c e m e n t f o r i n c o n s i s t e n t o r a b u s i v e t h e r a p y . 

The f o u r h i g h e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d f i n d i n g 

t e l e p h o n e w o r k e r s and c r i s i s l i n e s where t h e y c o u l d g e t 

v a l i d a t i o n , p r a c t i c e and b u i l d r e l a t i o n s h i p s k i l l s , and l e a r n t o 

r e c o n n e c t w i t h o t h e r s . F o r a l l t h e s e c a l l e r s t h e y i n d i c a t e d 

c o n f l i c t w i t h t h e c r i s i s l i n e s d i d d e v e l o p when t h e c a l l e r s u s e d 

t h e phone l i n e s f o r more t h a n c r i s i s i n t e r v e n t i o n . One c a l l e r 

s t a t e d a s i m i l a r e x p e r i e n c e f o r a l l t h e c a l l e r s : "And t h e n i t was 

l i k e t h e y ' r e t e l l i n g y o u t h a t y o u c a n ' t c a l l a l l t h e t i m e . . . t h e y 

s a y t o you: 'We're n o t t h e r a p i s t s . We a r e n o t p s y c h o l o g i s t s . 

We're n o t p s y c h i a t r i s t s . We're n o t c o u n s e l l o r s . ' And i f y o u ' r e 
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T a b l e 3 

C a l l e r s ' C h r o n i c i t y b y Use o f C r i s i s L i n e s , C a l l e r s ' D i s l i k e s 
about C r i s i s L i n e s , and O t h e r H e l p i n g R e s o u r c e s 

C a l l e r F r e q u e n c y C a l l e r s Use o f 
C r i s i s L i n e s 

D i s l i k e s 
about C r i s i s 

L i n e s 

O t h e r 
H e l p i n g 

R e s o u r c e s 

S 4/day -regular contact 
with people, like 
friends 
-disclose secrets 
of abuse so can 
focus on 
relationships 
face-to-face 
-practice & build 
relat ionships 
- l i f e information 
- f i l l i n between 
counselling 

-labelled 
chronic 
-time Sc c a l l 
limits 
-different 
treatment 
because chronic 
-complaints 
ignored 
-problem-
solving when 
want to vent 
-business-like 
- r i g i d to 
procedures 

-one private 
therapist 
-recently 
started again 

T 2/day -validation on 
what 
accomplishing 
-mirroring of 
esteem to build 
health 
-help since 
refuses therapy 
ever again 
-contact to 
overcome 
loneliness 

-time & c a l l 
limits 
-focusing/ 
directing c a l l 
- r i g i d to 
procedures 
-rushed off 
phone when 
recognized 

-none for 4 
years 

P 4-5/week -emotional 
support & venting 
-maintenance now 
-get perspectives 
on concerns 
-connecting with 
others, like 
friends or family 

-labelled 
ca l l e r 
-time & c a l l 
limits 
-focusing/ 
directing c a l l 
-complaints 
ignored 
-worker unease 
with sexuality 
-rushed off 
phone 
-workers 
assuming what 
saying 
-business-like, 
cold 
-responses 
scripted 

-none for 
about a year 

c o n t i n u e d 



81 

T a b l e 3 

C a l l e r s ' C h r o n i c i t y b y Use o f C r i s i s L i n e s , C a l l e r s ' D i s l i k e s 
about C r i s i s L i n e s , and O t h e r H e l p i n g R e s o u r c e s ( c o n t i n u e d ) 

C a l l e r F r e q u e n c y C a l l e r s Use o f 
C r i s i s L i n e s 

D i s l i k e s 
about C r i s i s 

L i n e s 

O t h e r 
H e l p i n g 

R e sources 

Y 3 /week -break loneliness 
-support 
-friendliness 

-sometimes 
workers 
frustrated with 
cal l s 

-7 years same 
psychiatrist 
-doctors 
-employment 
services 

L 8-12/month -talk through & 
input on problems 
-encourage 
workers 
-chat 
-resources & 
referrals 
- l i f e information 

- c a l l limits -doctor 
-two mental 
health 
workers 
-with mental 
health 
services many 
years 

M 3-5/month -talk about 
problems can't 
talk to others 
about 
-chat, lik e 
friends 
-resources & 
referrals 
-new perspectives 
& advice 

-worker unease 
with sexuality 
-forced 
opinions 

-reconnected 
with 
counsellor 
-ongoing 
support group 

R daily or 
1-2/week 

-support & 
contact when 
alone 
-get sense of 
security 
-problem-solve 
- f i l l gaps i n 
between therapy 

-worker unease 
with sexuality 
-busy signals 

-none for 4 
months 
-incons i stent 
counselling 
-therapists 
keepleaving 

N 3-4/week -support through 
d i f f i c u l t i e s 
-emotional 
release & comfort 
-to talk with 
someone 
-resources & 
referrals 
-new perspectives 

-time limits 
-focusing/ 
directing c a l l 
-"Oh! You've 
called today. 
Now what?" 
-busy signals 

-psychiatrist 
-support 
group 
-consistent 
since f i r s t 
contact 
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u s i n g i t f o r t h a t p u r p o s e , t h e n t h e y t r y t o wean you away from 

i t . Now, p r o c e d u r e and p o l i c y w i s e , I c a n see t h a t . But i f 

yo u ' r e h u r t i n g so bad t h a t y o u c a n ' t see i t , t h e i r a p p r o a c h i s 

l o u s y " ( P ) . F u r t h e r , l i k e t h e above q u o t a t i o n , a l l t h e h i g h e r 

f r e q u e n c y c a l l e r s acknowledged t h e i r u se o f c r i s i s l i n e s as a 

f i l l - i n f o r c o u n s e l l i n g o r o t h e r t h e r a p y . They j u s t were unaware 

o f i t a t t h e moment o f t h e c r i s i s l i n e w o r k e r ' s c o n f r o n t a t i o n . 

The f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d 

t e l e p h o n i n g c r i s i s l i n e s f o r many o f t h e same r e a s o n s as t h e 

h i g h e r f r e q u e n c y c h r o n i c c a l l e r s : s u p p o r t , f r i e n d s h i p , c o n t a c t 

and c o n v e r s a t i o n . They d i f f e r e d f r om t h e h i g h e r f r e q u e n c y 

c a l l e r s i n t h e i r s t a t e d u se o f c r i s i s c e n t r e s f o r more p r a c t i c a l 

r e a s o n s . The l o w e r f r e q u e n c y c h r o n i c c a l l e r s m e n t i o n e d o f t e n 

t e l e p h o n i n g f o r i n f o r m a t i o n and r e f e r r a l s , new p e r s p e c t i v e s on 

t h e i r c o n c e r n s , and a c t i o n p l a n s t o d e a l w i t h t h e i r p r o b l e m s . 

R a t h e r t h a n t h e r a p y , t h e s e c a l l e r s r e p o r t e d t h e y r e c e i v e d t h e 

p r o b l e m - s o l v i n g , i n f o r m a t i o n , and r e f e r r a l s t h e c r i s i s l i n e s 

r e a d i l y had a v a i l a b l e . 

C o m p l a i n t s v e r s u s A p p r e c i a t i o n s 

The f o u r h i g h e r f r e q u e n c y c h r o n i c c a l l e r s t e n d e d t o r e p o r t 

more c o m p l a i n t s and a g r e a t e r v a r i e t y o f c o m p l a i n t s about c r i s i s 

l i n e s e r v i c e s . A l l e x p r e s s e d a r e c o g n i t i o n o f t h e i r i n c r e a s e d 

use o f c r i s i s l i n e s and a p p r e c i a t e d t h e f a c t t h a t t h e y cannot 

t e l e p h o n e a l l t h e t i m e . However, t h e s e c a l l e r s s h a r e d t h e i r 

d i s l i k e and n e g a t i v e r e s p o n s e s t o t h e c r i s i s c e n t r e s ' a t t e m p t s t o 

manage t h e i r c a l l s , e s p e c i a l l y when t h e c a l l e r s were p h o n i n g i n 
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p a i n o r d i s t r e s s . They r e p o r t e d t h e i r most a d v e r s e r e s p o n s e s t o 

t h e c r i s i s c e n t r e s 1 e f f o r t s t o l i m i t and t o f o c u s t h e i r c a l l s 

when t h e y f e l t t h e t e l e p h o n e w o r k e r s were n o t t r e a t i n g them as an 

i n d i v i d u a l b u t o n l y as a n o t h e r " c h r o n i c " c a l l e r . One c a l l e r 

mentioned: " I guess f o r me I f i n d t h a t sometimes y o u ' r e n o t 

g e t t i n g . . . a p e r s o n a l t o u c h . I guess I f e e l t h a t t h e r e ' s some o f 

them a r e j u s t t o o p o l i c y b a s e d and t o o p r o c e d u r e - l i k e , and i t 

r e a l l y w o u l d be n i c e i f t h e y c o u l d c u t some o f t h a t b . s. o u t o f 

t h e i r mandate" (P) . /Another h i g h e r f r e q u e n c y c h r o n i c c a l l e r 

s t a t e d : "Then y o u r c a l l i s o v e r a t t e n m i n u t e s . You c o u l d be 

mid-se n t e n c e o r something, and t h e y , a l o t o f t i m e s , t r e a t you as 

i f t h e y ' r e j u s t p u t t i n g up w i t h you. You're a c h r o n i c c a l l e r and 

y o u ' r e n o t one o f t h e i m p o r t a n t o n e s " ( S ) . These s t a t e m e n t s 

t y p i f y t h e c a l l e r s 1 n e g a t i v e r e s p o n s e s . The h i g h e r f r e q u e n c y 

c h r o n i c c a l l e r s u n i f o r m l y s t a t e d t h e i r d i s l i k e o f c a l l 

r e s t r i c t i o n s , t h e e f f o r t s t o d i r e c t and f o c u s t h e i r c a l l s , and 

t h e c h r o n i c c a l l e r l a b e l . (See T a b l e 3 f o r c a l l e r s ' c h r o n i c i t y 

by t h e c a l l e r s ' d i s l i k e s about t h e c r i s i s l i n e s . ) 

The f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s m e n t i o n e d fewer, i f 

any, c o m p l a i n t s about c r i s i s l i n e s , even when a s k e d about t h e i r 

d i s l i k e s o f c r i s i s l i n e s by t h e p r i n c i p a l i n v e s t i g a t o r . They 

more o f t e n e x p r e s s e d a p p r e c i a t i o n o f t h e s e r v i c e t h e y r e c e i v e d 

from c r i s i s l i n e s . F o r example, "I'm j u s t so v e r y g r a t e f u l t h a t 

t h e y ' r e o u t t h e r e . . . . I don't t a k e them f o r g r a n t e d . . . . t h e y ' v e 

h e l p e d me o u t so much"(L). R a t h e r t h a n c o m p l a i n t s , t h e l o w e r 

f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d much more e a s i l y t h e p o s i t i v e s 
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and t h e i r a p p r e c i a t i o n s o f c r i s i s l i n e s . 

C r i s i s L i n e Dependent v e r s u s Many More H e l p i n g R e s o u r c e s 

The f o u r h i g h e r f r e q u e n c y c h r o n i c c a l l e r s o f t e n m e ntioned 

c r i s i s l i n e s as t h e o n l y h e l p i n g r e s o u r c e a v a i l a b l e t o them. 

Because t h e y were o u t o f c o u n s e l l i n g o r t r e a t m e n t , t h e y r e p o r t e d 

u s i n g c r i s i s l i n e s e x t e n s i v e l y as a r e p l a c e m e n t f o r t h e m i s s i n g 

s u p p o r t and t h e r a p y . They a l s o r e p o r t e d d i f f i c u l t y f i n d i n g 

c o n s i s t e n t , a p p r o p r i a t e c o u n s e l l i n g o r o t h e r h e l p i n g r e s o u r c e s 

when l o o k i n g f o r t h e r a p y o r t r e a t m e n t . One c a l l e r , i n d i c a t i n g 

t h e d i f f i c u l t y f o r a l l c a l l e r s , s t a t e d : " I ' v e been t h r o u g h 

f i f t e e n c o u n s e l l o r s i n t h e l a s t 12 t o 15 y e a r s . I t ' s h a r d t o 

f i n d s e r v i c e s I c a n a f f o r d . When I do f i n d one, t h e c o u n s e l l o r 

doesn't s t a y l o n g b e f o r e f i n d i n g a b e t t e r p a y i n g j o b " ( R ) . These 

c a l l e r s r e v e a l e d t h e t e l e p h o n e c r i s i s c e n t r e s as t h e o n l y 

r e l i a b l e h e l p i n g r e s o u r c e a v a i l a b l e t o them. 

The f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d much more 

i n v o l v e m e n t and more c o n s i s t e n t i n v o l v e m e n t w i t h h e l p i n g 

r e s o u r c e s o t h e r t h a n c r i s i s l i n e s , o f t e n o v e r s e v e r a l y e a r s . 

These c a l l e r s a l s o r e p o r t e d more p o s i t i v e e x p e r i e n c e s w i t h t h e 

h e l p i n g r e s o u r c e s . R e p r e s e n t a t i v e o f t h e s e e x p e r i e n c e s , one 

c a l l e r s a i d : "The...support g r o u p . . . t h a t has been t h e b e s t 

r e s o u r c e I've f o u n d out o f a l l i t because t h e y have been r e a l l y 

s u p p o r t i v e . I f e e l I'm n o t out t h e r e a l o n e - t h e r e ' r e o t h e r 

p e o p l e o u t t h e r e t h a t have gone t h r o u g h s i m i l a r s i t u a t i o n s " ( N ) . 

These c a l l e r s r e p o r t e d c r i s i s l i n e s as j u s t one h e l p i n g r e s o u r c e 

a v a i l a b l e t o them. (See T a b l e 3 f o r c a l l e r s ' c h r o n i c i t y b y t h e 
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c a l l e r s 1 c o n t a c t w i t h o t h e r h e l p i n g r e s o u r c e s . ) 

T h e r a p e u t i c H i s t o r y -

N e g a t i v e T h e r a p e u t i c H i s t o r y v e r s u s M o s t l y P o s i t i v e 

T h e r a p e u t i c H i s t o r y . The f o u r h i g h e r f r e q u e n c y c h r o n i c c a l l e r s 

t e n d e d t o r e p o r t more n e g a t i v e and more s e v e r e l y n e g a t i v e 

e x p e r i e n c e s w i t h c o u n s e l l i n g , t h e r a p y o r t r e a t m e n t t h a n l o w e r 

f r e q u e n c y c h r o n i c c a l l e r s . O f t e n t h e e x p e r i e n c e s t h e y s h a r e d 

i n v o l v e d h a v i n g t h e power and c o n t r o l o v e r t h e i r l i v e s removed by 

a d i a g n o s i s o f p h y s i c a l o r m e n t a l i l l n e s s . Three o f t h e c a l l e r s 

s t a t e d t h e y were f o r c e d i n t o t r e a t m e n t o r t h e r a p y . (One c a l l e r 

even r e v e a l e d b e i n g f o r c e d i n t o a p s y c h i a t r i c i n s t i t u t i o n b y 

f a m i l y . ) F u r t h e r , two o f t h e c a l l e r s m e n t i o n e d y e a r s o f 

t h e r a p e u t i c o r p s y c h i a t r i c abuse. O v e r a l l , t h e s e f o u r c a l l e r s 

s h a r e d m o s t l y n e g a t i v e v i e w s and e x p e r i e n c e s o f t h e r a p y and 

c o u n s e l l i n g . 

A few p o s i t i v e e x p e r i e n c e s were mentioned b y t h e h i g h e r 

f r e q u e n c y c h r o n i c c a l l e r s , o f t e n p a r t o f a n e g a t i v e e x p e r i e n c e , 

f o r example, " I was w i t h h e r f o r t h r e e y e a r s . F o r t h e f i r s t y e a r 

and a h a l f , she [the t h e r a p i s t ] was so k i n d and w o n d e r f u l , and 

she made i t s a f e enough f o r t h e f i r s t p e r s o n f a c e - t o - f a c e t h a t I 

c o u l d t r u s t w i t h e v e r y t h i n g . And she t u r n e d on me v i c i o u s l y 

o v e r n i g h t . She d i d n ' t even answer t o why she done i t " (S) . F o r 

t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s t h e y a l w a y s e x p l a i n e d t h e 

n e g a t i v e t h e r a p e u t i c e x p e r i e n c e s f i r s t . The p o s i t i v e , b e n e f i c i a l 

e x p e r i e n c e s , i f any, t h e y acknowledged a l w a y s l a t e r i n t h e 

i n t e r v i e w . (See T a b l e 4 f o r c a l l e r s ' c h r o n i c i t y b y t h e c a l l e r s ' 
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t h e r a p e u t i c h i s t o r y . ) 

The f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s a l s o m e n t i o n e d some 

n e g a t i v e t h e r a p e u t i c e x p e r i e n c e s , though r a r e l y as s e v e r e o r 

e x t e n s i v e as h i g h e r f r e q u e n c y c a l l e r s . F o r example, " I t ' s t o o 

much m e n t a l h e a l t h . And y e t , why am I c o m p l a i n i n g ? Maybe I'm 

c o m p l a i n i n g because I f e e l t h a t I wasn't s t r o n g enough. You 

know, because, i f i t wasn't f o r m e n t a l h e a l t h p e o p l e , where w o u l d 

I be t o d a y ? " ( L ) . T y p i c a l l y , l i k e t h e p r e v i o u s example, t h e l o w e r 

f r e q u e n c y c a l l e r s wove t h e n e g a t i v e e x p e r i e n c e i n t o an o v e r a l l 

p o s i t i v e c o n t e x t o r outcome. However, t h e y s h a r e d more p o s i t i v e 

e x p e r i e n c e s w i t h t h e r a p y and t r e a t m e n t t h a n n e g a t i v e ones. A l s o , 

t h e y more r e a d i l y s h a r e d t h e s e p o s i t i v e e x p e r i e n c e s w i t h 

c o u n s e l l i n g and t h e r a p y . 

F a m i l y H i s t o r y and S p e c i a l O t h e r s 

S e v e r e Abuse v e r s u s Severe N e g l e c t . The f o u r h i g h e r 

f r e q u e n c y c h r o n i c c a l l e r s t e n d e d t o r e p o r t more a c t i v e abuse 

( p h y s i c a l , s e x u a l , and v e r b a l ) and abuse from more s o u r c e s 

( f a m i l y , f r i e n d s , and t h e r a p y ) t h a n t h e f o u r l o w e r f r e q u e n c y 

c h r o n i c c a l l e r s . The f o u r l o w e r f r e q u e n c y c a l l e r s a l s o r e p o r t e d 

a c t i v e abuse: p h y s i c a l , s e x u a l and v e r b a l abuse; however, t h e 

most s i g n i f i c a n t abuse mentioned by t h e s e c a l l e r s was n e g l e c t by 

t h e i r p a r e n t s . The a c t i v e abuse mentioned b y t h e l o w e r f r e q u e n c y 

c h r o n i c c a l l e r s a l w a y s was d i s c u s s e d l a t e r i n t h e i n t e r v i e w 

p r o c e s s . F o r t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s t h e y i n d i c a t e d 

t h e most i n f l u e n t i a l abuse was t h e a c t i v e abuse t h a t t h e y 

e x p e r i e n c e d . They mentioned t h i s abuse f i r s t and most o f t e n . 
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T a b l e 4 

C a l l e r s ' C h r o n i c i t y b y F i r s t E x p e r i e n c e s w i t h Therapy/Treatment, 
and E x p e r i e n c e s w i t h T h e r a p y / T r e a t m e n t / C o u n s e l l i n g 

C a l l e r F r e q u e n c y F i r s t E x p e r i e n c e s 
w i t h Therapy o r 

Treatment 

E x p e r i e n c e s w i t h 
Therapy, Treatment 

o r C o u n s e l l i n g 

S 4/day -psychiatrist forced on 
calle r by mother 
-seen as family problem 

-4 therapists abusive 
or inappropriate 
-trusted one therapist 
deeply, then abused & 
betrayed after few 
years of good therapy 
-one counsellor 
consistently 
appropriate & helpful 
-mental health system 
labelling & 
overpowering; don't 
want clients to leave 
system 

T 2/day -forced medical 
treatment for health 
problems by parents; 
experimental treatments 
used 
-institutionalized for 
mental illness by 
family 

-institutionalized by 
family 3 times; a l l 
power & rights removed 
-experiences medical & 
mental health people as 
controlling 

P 4-5/week -family forced into 
counselling 
-mother wanted call e r 
inst itut ionalized 

- d i f f i c u l t i e s 
connecting with some 
therapists 
-some counsellors 
unapproachable; they 
put out call e r 
responsible for 
resistance 

R d a i l y o r 
1-2/week 

-support group through 
women's centre on own 
in i t i a t i v e ; tended to 
be positive 

- d i f f i c u l t y finding low 
cost & consistent 
therapy 
-some therapists 
uncomfortable with 
sexuality 
-some therapy helpful 
with issues and 
emotions 

N 3-4/week -started within last 
year 

-psychiatrist useless 
-support groups very 
helpful;others with 
similar experiences 

c o n t i n u e d 
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T a b l e 4 

C a l l e r s ' C h r o n i c i t Y by F i r s t E x p e r i e n c e s w i t h 'Therapy/Treatment, 
and E x p e r i e n c e s w i t h T h e r a p y / T r e a t m e n t / C o u n s e l l i n g ( c o n t i n u e d ) 

C a l l e r F r e q u e n c y F i r s t E x p e r i e n c e s 
w i t h Therapy o r 

Treatment 

E x p e r i e n c e s w i t h 
Therapy, Treatment 

o r C o u n s e l l i n g 

Y 3/week -not disclosed -previous institutional 
treatment 
-really connected with 
psychiatrist 
-current medical 
problems concerning 

L 8-12/month -started with mental 
health i n youth 
-institutions & 
psychiatric treatments 

-wouldn't be alive 
today without mental 
health 
-much mental health 
support J 
-coping well & 
appreciative 
-current dislike of 
workers ( 

M 3-5/month -started i n late teens -support groups mostly 
beneficial \ 
-one poor psychiatric 
-mostly appreciated of 
help; finds i t helpful 

. \ 
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(See T a b l e 5 f o r c a l l e r s ' c h r o n i c i t y b y t h e c a l l e r s ' f a m i l y 

h i s t o r y and o t h e r abuse e x p e r i e n c e s . ) 

None o r One S p e c i a l O t h e r t o Two o r More S p e c i a l O t h e r s . 

G o i n g from t h e h i g h e s t f r e q u e n c y c h r o n i c c a l l e r t o t h e l o w e s t 

f r e q u e n c y c h r o n i c c a l l e r , t h e number o f r e l a t i o n s h i p s r e p o r t e d 

w i t h s p e c i a l o t h e r s t e n d e d t o i n c r e a s e . The h i g h e r f r e q u e n c y 

c h r o n i c c a l l e r s t e n d e d t o m e n t i o n no o r one s p e c i a l o t h e r . The 

l o w e r f r e q u e n c y c h r o n i c c a l l e r s t e n d e d t o m e n t i o n two o r t h r e e 

s p e c i a l o t h e r s t h r o u g h o u t t h e i r l i v e s . (See T a b l e 5 c a l l e r s ' 

c h r o n i c i t y b y t h e c a l l e r s ' s p e c i a l o t h e r s . ) 

One c a l l e r s a i d t e l e p h o n i n g t h e c r i s i s l i n e s was i n f l u e n c e d 

by a s p e c i a l o t h e r . T h i s c a l l e r s a i d w i t h o u t someone t o t a l k t o , 

i n c r e a s e d s u p p o r t from t h e c r i s i s l i n e s was needed. The c a l l e r 

t h e n t e l e p h o n e d more o f t e n . 

T r a u m a t i c P a r e n t a l C o n n e c t i o n v e r s u s No P a r e n t a l C o n t a c t . 

The f o u r h i g h e r f r e q u e n c y c h r o n i c c a l l e r s r e v e a l e d a t r a u m a t i c 

c o n n e c t i o n w i t h a p a r e n t t h a t r e s u l t e d f r om t h e o t h e r p a r e n t ' s 

d e a t h , abuse o r abandonment. They i n d i c a t e d t h e i r r e l a t i o n s h i p 

w i t h t h e r e m a i n i n g p a r e n t a l s o became t r a u m a t i c . They mentioned 

t h i s p a r e n t l a t e r abused o r abandoned them p h y s i c a l l y o r 

e m o t i o n a l l y . (See T a b l e 5 f o r c a l l e r s ' c h r o n i c i t y b y t h e 

c a l l e r s ' f a m i l y h i s t o r y . ) 

The f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d b e i n g 

n e g l e c t e d o r unwanted b y t h e i r p a r e n t s and f a m i l y . They r e p o r t e d 

t h e y were i g n o r e d b y t h e i r p a r e n t s and e x c l u d e d f r o m f a m i l y 

a c t i v i t i e s . These c a l l e r s i n d i c a t e d t h e i r p a r e n t s r a r e l y were 
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T a b l e 5 
C a l l e r s ' C h r o n i c i t y b y F a m i l y H i s t o r y , O t h e r Abuses, and S p e c i a l 
O t h e r s 

C a l l e r F r e q u e n c y F a m i l y H i s t o r y O t h e r 
Abuse 

S p e c i a l 
O t h e r s 

S 4/day -severe emotional & 
sexual abuse 
-mother drug addicted 
-isolated from siblings 
and others through 
father's training i n 
social s k i l l s ; extreme 
loyalty, 
-forced into therapy 
-scapegoat & identified 
patient for family 

-mental 
health 
-medical 
-therapy 
- c r i s i s 
lines 

none 

T 2/day -father alcoholic 
-severe physical & 
emotional abuse 
-severe dependency with 
mother 
-forced into treatment 
-became identified 
patient for family 

-mental 
health 
-medical 
-partner 
abuse 

one 

P 4-5/week -father alcoholic & 
caller victimized 
-mother's death, then 
dependency on father 
-severe emotional & 
verbal abuse from 
parents 
-almost 
institutionalized 
-family blacksheep, 
scapegoat & identified 
patient 

-therapy 
- c r i s i s 
lines 

one 

R daily or 
1-2/week 

-mother drug addicted 
-physical & emotional 
abuse 
-over protected as 
child 
-father abandoned 
family 
-family rebel 

-therapy 
-partner 
abuse 

two 

N 3-4/week -alcoholic father 
-ignored by parents 
because of alcoholism 
-severe neglect 
-sexual abuse i n home 

one 

c o n t i n u e d 
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T a b l e 5 

C a l l e r s ' C h r o n i c i t y by F a m i l y H i s t o r y , O t h e r /Abuse, and S p e c i a l 
O t h e r s (cont inued) 

C a l l e r F r e q u e n c y F a m i l y H i s t o r y O t h e r 
Abuse 

S p e c i a l 
O t h e r s 

Y 3/week -not wanted by parents 
-physical abuse in home 
-outcast Sc. neglected by 
family 
-excluded from family 
events 
-father drinking 
problem 

-partner 
abuse 

-two 

L 8-12/month -parents never there 
for caller 
-father drinking 
problem 
-lots of family secrets 
-physical & sexual 
abuse as well 
-parents okay with 
mentally i l l children; 
they're the patients, 
not them 
-parents sick mentally 

-partner 
abuse 

-three 

M 3-5/month -unwanted child 
-parents alcoholic 
-father psychotic 
-mother emotional wreck 
-the family outcast & 
blacksheep 
-abandoned & kicked out 
of family 
-sexual & physical 
abuse as well 

two 
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t h e r e f o r them as t h e y grew up. F u r t h e r , t h e y s t a t e d t h e i r 

p a r e n t s r e m a i n e d u n a v a i l a b l e t o s u p p o r t them as a d u l t s w i t h 

p e r s o n a l d i f f i c u l t i e s t h e y may be u n d e r g o i n g . 

Blamed f o r t h e F a m i l i e s ' I l l s v e r s u s I g n o r e d b y t h e F a m i l y . 

The f o u r h i g h e r f r e q u e n c y c h r o n i c c a l l e r s s t a t e d t h e scapegoat, 

b l a c k s h e e p , o r r e b e l l a b e l o f t e n accompanied them i n t h e i r 

f a m i l i e s . They s t a t e d t h e y were blamed f o r t h e f a m i l i e s ' i l l s , 

and t h e y o f t e n became t h e f a m i l i e s ' i d e n t i f i e d p a t i e n t . T h e i r 

f a m i l y e x p e r i e n c e i s summed up i n t h i s c a l l e r s ' s t a t e m e n t : " I c a n 

remember when I was younger, my f a m i l y s e n t me t o a p s y c h i a t r i s t 

when I was about f i f t e e n . I was s e n t as t h e s c a p e g o a t . I t was 

l i k e e v e r y t h i n g t h a t was wrong w i t h o u r f a m i l y was my f a u l t . . . . I 

was t h e i d e n t i f i e d p a t i e n t i n a s i c k f a m i l y " ( S ) . (See T a b l e 5 

f o r c a l l e r s ' c h r o n i c i t y b y t h e c a l l e r s ' f a m i l y h i s t o r y . ) 

The f o u r l o w e r f r e q u e n c y c h r o n i c c a l l e r s m e n t i o n e d t h e y 

r e c e i v e d no a t t e n t i o n f r om t h e f a m i l y g e n e r a l l y . They s t a t e d 

t h e y were i g n o r e d whatever t h e y d i d . One c a l l e r r e p r e s e n t e d a l l 

t h e s e c a l l e r s ' e x p e r i e n c e s i n t h e s t a t e m e n t : "Nobody e v e r r e a l l y 

f e l t a n y t h i n g f o r me, l i k e t h e y d i d n ' t a p p r e c i a t e me when I d i d 

so much f o r them a l l t h e t i m e " ( M ) . The c a l l e r s i n d i c a t e d t h e y 

a l l were abandoned t o t h e i r own r e s o u r c e s , and t h e y s u r v i v e d on 

t h e i r own. 

V a l i d a t i o n o f H i g h e r and Lower Freq u e n c y C h r o n i c C a l l e r 

C h a r a c t e r i s t i c s w i t h C a l l e r s 

A l l f i v e c a l l e r s c o n t a c t e d f o r t h e v a l i d i t y f o l l o w - u p 

c o n f i r m e d b o t h t h e h i g h e r f r e q u e n c y and l o w e r f r e q u e n c y c h r o n i c 
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c a l l e r c h a r a c t e r i s t i c s . O n l y two s u b j e c t s d i s c u s s e d t h a t f o r 

them a c h a r a c t e r i s t i c was somewhat i n c o n g r u e n t w i t h t h e i r l o w e r 

o r h i g h e r f r e q u e n c y c a l l i n g i d e n t i f i c a t i o n . Some l o w e r f r e q u e n c y 

c h r o n i c c a l l e r s even p r o v i d e d c o n f i r m a t i o n f o r h i g h e r f r e q u e n c y 

c h r o n i c c a l l e r c h a r a c t e r i s t i c s b y i d e n t i f y i n g w i t h t h e 

c h a r a c t e r i s t i c f r o m t h e t i m e t h e y t e l e p h o n e d more f r e q u e n t l y . 

F o r example, two c a l l e r s , now t e l e p h o n i n g w i t h l e s s f r e q u e n c y , 

b o t h r e p o r t e d c r i s i s l i n e c a l l management was u s e d on them when 

t h e y were t e l e p h o n i n g w i t h g r e a t e r f r e q u e n c y . 

C r i s i s L i n e C h a r a c t e r i s t i c s 

The r e s u l t s r e p o r t e d h e r e a r e t h o s e c h a r a c t e r i s t i c s -

p o s i t i v e o r n e g a t i v e - t h a t t h e c h r o n i c c a l l e r s r e v e a l e d as 

themes i n t h e i r i n t e r a c t i o n s w i t h t h e t e l e p h o n e c r i s i s c e n t r e s 

(see T a b l e 6 ) . The c r i s i s l i n e c h a r a c t e r i s t i c s a r e t h e c a l l e r s ' 

v i e w . 

C r i s i s L i n e P o s i t i v e s 

S u p p o r t and Comfort. A l l t h e c a l l e r s r e p o r t e d t h e c r i s i s 

l i n e s as s u p p o r t i v e when t h e y were caught up i n t h e emotions and 

c h a l l e n g e s o f t h e i r l i v e s . More s p e c i f i c a l l y , t h r e e c a l l e r s 

s h a r e d sometimes t h e y j u s t needed t o v e n t , and t h e c r i s i s l i n e 

w o r k e r s s u p p o r t e d them t h r o u g h b e i n g a v a i l a b l e t o t a l k and v e n t 

t h e i r emotions and a n x i e t y . F o u r c a l l e r s s h a r e d t h e t e l e p h o n e 

w o r k e r s p r o v i d e d them s u p p o r t b y c o m f o r t i n g them when t h e y were 

l o n e l y , d e p r e s s e d o r v u l n e r a b l e . R e p r e s e n t a t i v e o f t h e c o m f o r t 

r e c e i v e d , one c a l l e r s t a t e d : "And, o f c o u r s e , t h e h e l p I g e t f r o m 

i t , t h e b e n e f i t I g e t out o f i t , because when I phone when I'm 
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T a b l e 6 

C r i s i s L i n e C h a r a c t e r i s t i c s 

n C r i s i s L i n e C h a r a c t e r i s t i c 

C r i s i s L i n e P o s i t i v e s 

8 s u p p o r t and c o m f o r t 

8 c o n t a c t and c o n v e r s a t i o n 

8 esteem b u i l d i n g 

8 v o l u n t e e r s c r e a t e a p o s i t i v e e x p e r i e n c e 

6 l i k e f r i e n d s 

C r i s i s L i n e N e g a t i v e s 

6 p o o r " b u s i n e s s " p r a c t i c e 

6 c a l l management 

5 l a b e l l e d 
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d e p r e s s e d , i t u p l i f t s me"(M). F o r two c a l l e r s , t h e w o r k e r s ' 

v o i c e s a l s o were v e r y c o m f o r t i n g . They s t a t e d t h e y f o u n d t h e 

w o r k e r s ' v o i c e s s o o t h i n g , a l l o w i n g t h e emotions and a n x i e t y t o be 

r e l e a s e d . 

C o n t a c t and C o n v e r s a t i o n . The c a l l e r s a l l r e v e a l e d t h a t t h e y 

u s e d t h e c r i s i s l i n e s f o r c o n t a c t . F i v e c a l l e r s s t a t e d some o f 

t h e i r c o n t a c t was no more t h a n an o p p o r t u n i t y t o s o c i a l i z e o r 

c h a t . F i v e c a l l e r s a l s o m e ntioned t h e y t e l e p h o n e d t o b r e a k away 

from t h e l o n e l i n e s s o r i s o l a t i o n t h e y may f e e l and t o have 

r e g u l a r c o n t a c t w i t h o t h e r s . 

However, a l l t h e c a l l e r s r e p o r t e d t h a t some c r i s i s l i n e 

w o r k e r s a l l o w e d them t o s h a r e t h e i r day, l i k e w i t h a f r i e n d o r 

f a m i l y member, and j u s t t o check i n w i t h someone e l s e . 

I n d i c a t i v e o f t h e c o n t a c t t h e c a l l e r s had d e v e l o p e d w i t h t h e 

c r i s i s l i n e s , one c a l l e r s t a t e d : " U s u a l l y . . . [ I t e l e p h o n e ] . . . j u s t 

t o t r y t o v o i c e t o someone what's happening, b u t l a t e l y i t ' s been 

more o f a maintenance.... T h i s i s what's h a p p e n i n g 

p r e s e n t l y . . . . b u t i t ' s a l m o s t l i k e a f a m i l y r e l a t i o n s h i p w i t h me 

and them" (P) . 

Esteem B u i l d i n g . A l l c a l l e r s showed esteem b u i l d i n g t h r o u g h 

t h e c r i s i s l i n e s . They i n d i c a t e d t h e i r esteem had grown t h r o u g h 

(a) t h e acknowledgement and encouragement f r o m t e l e p h o n e w o r k e r s , 

and (b) t h e a c t i o n p l a n s d e v e l o p e d between t h e c r i s i s l i n e 

w o r k e r s and t h e c a l l e r s t o a d d r e s s t h e c a l l e r s ' c o n c e r n s . 

A l l t h e c a l l e r s r e p o r t e d a t l e a s t some v a l i d a t i o n and 

acknowledgement o f them and t h e i r l i f e e x p e r i e n c e s f r o m t h e 
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t e l e p h o n e w o r k e r s . They i n d i c a t e d t h i s came t o them t h r o u g h t h e 

t e l e p h o n e w o r k e r s 1 use o f l i s t e n i n g s k i l l s and empathy t o 

u n d e r s t a n d what t h e c a l l e r s were s a y i n g . A l s o , t h r e e c a l l e r s 

i n d i c a t e d n on-judgemental t e l e p h o n e w o r k e r s h e l p e d t h e c a l l e r s 

f e e l b e t t e r about t h e m s e l v e s . 

The c a l l e r s r e p o r t e d t h a t t h e y l e a r n e d i t was okay t o be 

t h e m s e l v e s . S i m i l a r f o r a l l c a l l e r s , one c a l l e r d i r e c t l y s t a t e d : 

" I l e a r n e d i t was okay t o be m y s e l f . . . . A n d I had a l w a y s been t o l d 

i f anybody e v e r knew t h e r e a l me, t h e y wouldn't l i k e me. But I 

was i n s u c h b ad shape when I f i r s t s t a r t e d c a l l i n g . . . A n d once 

t h e y saw t h a t s i d e o f me, I j u s t d i d n ' t have t o h i d e me anymore. 

I j u s t l e a r n e d i t was okay t o be m y s e l f " ( S ) . As w e l l , t h r e e 

c a l l e r s s t a t e d t h e c r i s i s l i n e w o r k e r s acknowledged t h e i r 

u n i q u e n e s s , p u t t i n g f o r w a r d t h a t t h e c a l l e r s were s p e c i a l p e o p l e . 

F o r example, one c a l l e r s a i d : "They t o l d me: ' W e l l , y o u ' r e one o f 

a k i n d . You've g o t a l o t o f , you know, q u a l i t i e s i n l i f e , and 

yo u ' r e a v e r y c a r i n g , l o v i n g p e r s o n . I t ' s v e r y g r e a t o f y o u " ( N ) . 

C a l l e r s a l s o r e v e a l e d t h e t e l e p h o n e w o r k e r s encouraged t h e i r 

esteem t h r o u g h h e l p i n g t h e c a l l e r s w i t h t h e i r p r o b l e m s and 

c o n c e r n s . F i v e c a l l e r s s t a t e d c r i s i s l i n e w o r k e r s h e l p e d them 

expand t h e i r p e r s p e c t i v e s on t h e i r c o n c e r n s and d e v e l o p a c t i o n 

p l a n s t o a l l e v i a t e t h e pro b l e m s . F u r t h e r , f o r t h r e e c a l l e r s , t h e 

h e l p t h e y r e p o r t e d r e c e i v i n g f rom t h e c r i s i s l i n e s a l s o i n c l u d e d 

l i f e i n f o r m a t i o n t h e y n e v e r r e c e i v e d . They s t a t e d t h i s 

i n f o r m a t i o n b e t t e r h e l p e d them w i t h t h e i r d a y - t o - d a y l i v i n g . 

V o l u n t e e r s C r e a t e a P o s i t i v e E x p e r i e n c e . A l l c a l l e r s s h a r e d 
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t h a t t e l e p h o n e w o r k e r s made a p o s i t i v e d i f f e r e n c e f o r them w i t h 

t h e c r i s i s l i n e s . R e p r e s e n t a t i v e o f a l l t h e c a l l e r s ' 

e x p e r i e n c e s , one c a l l e r s a i d : " I f e e l l i k e , w e l l , t h a t p e r s o n 

r e a l l y d o e s n ' t know me, b u t c a r e s . And i t makes me t h i n k t h e 

w o r l d i s a b e t t e r p l a c e a f t e r a l l . . . . I t makes me f e e l good t h a t 

somebody o u t t h e r e a c t u a l l y c a r e s , and you c a n t a l k about t h i n g s 

you c a n ' t r e a l l y t a l k about t o anybody"(M). Two c a l l e r s s a i d t h e 

v o l u n t e e r s c l e a r l y made t h e d i f f e r e n c e f o r them between c r i s i s 

l i n e s . They p e r c e i v e d some p e o p l e a t one c r i s i s l i n e as more 

c o n s i d e r a t e and b e t t e r a b l e t o d e a l w i t h t h e i r s i t u a t i o n s . Two 

c a l l e r s a l s o e x p r e s s e d t h e i r a p p r e c i a t i o n f o r t h o s e w o r k e r s t h a t 

u s e d t h e i r d i s c r e t i o n and a c t e d i n d e p e n d e n t l y , when needed, from 

c r i s i s l i n e p o l i c i e s and p r o c e d u r e s . F o r t h e s e c a l l e r s , t h e y 

b e l i e v e d t h e s e t e l e p h o n e c r i s i s c e n t r e s were b e t t e r phone l i n e s 

because o f t h e v o l u n t e e r s . 

F o u r c a l l e r s m e n tioned t h e t e l e p h o n e w o r k e r s ' l i f e 

e x p e r i e n c e as i m p o r t a n t . These c a l l e r s s t a t e d t h e v o l u n t e e r s ' 

l i f e e x p e r i e n c e was a p l a c e where t h e w o r k e r s c o u l d draw more 

u n d e r s t a n d i n g and compassion t o conn e c t w i t h them. The c a l l e r s 

r e p o r t e d f e e l i n g b e t t e r c o n n e c t e d w i t h t h o s e v o l u n t e e r s h a v i n g 

s i m i l a r l i f e e x p e r i e n c e s t o t h e i r own and t h a t were s h a r e d a t a 

p r o f e s s i o n a l l e v e l w i t h them. 

The y e a r s o f c o n t a c t between some t e l e p h o n e w o r k e r s and some 

c a l l e r s a l s o a p p e a r e d t o b u i l d a p o s i t i v e e x p e r i e n c e f o r a few 

c a l l e r s . Two c a l l e r s r e v e a l e d a s p e c i a l l o n g t e r m c o n t a c t o v e r 

t h e y e a r s w i t h some v o l u n t e e r s . As s a i d b y one o f t h e s e c a l l e r s : 
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" 1 1 ve been p h o n i n g i n many y e a r s . /And a l o t o f p e o p l e a r e t h e 

same p e o p l e on t h e l i n e . A few anyway, you know. I'm j u s t so 

v e r y g r a t e f u l t h a t t h e y ' r e o u t t h e r e " ( L ) . F o r t h e s e c a l l e r s t h e y 

i n d i c a t e d t h e c o n s i s t e n c y o f knowing a n o t h e r p e r s o n h e l p e d b u i l d 

a p o s i t i v e e x p e r i e n c e and c o n n e c t i o n w i t h t h e c r i s i s l i n e s . 

L i k e F r i e n d s . S i x c a l l e r s m e ntioned f r i e n d l i n e s s coming from 

t h e c r i s i s l i n e s . A l l s a i d t h e i r c o n n e c t i o n and r a p p o r t w i t h 

some w o r k e r s was l i k e a f r i e n d s h i p . One c a l l e r s t a t e d : "A l o t o f 

them know me so w e l l t h r o u g h t h e t e l e p h o n e t h a t t h e y f e e l l i k e a 

f r i e n d , w h i c h i s a k i n d o f u n i q u e r a p p o r t as f a r as I'm 

c o n c e r n e d " ( P ) . T h i s c a l l e r ' s s t a t e m e n t r e f l e c t e d a l l t h e 

c a l l e r s ' e x p e r i e n c e s . They r e p o r t e d t h e w o r k e r s a c t e d much l i k e 

f r i e n d s because t h e y a s k e d how t h e c a l l e r s were d o i n g . One 

c a l l e r even d e s c r i b e d t h e w o r k e r s as v e r y p e r s o n a b l e because t h e y 

j o k e d a r o u n d w i t h t h e c a l l e r . However, even w i t h t h e p e r c e i v e d 

f r i e n d l i n e s s , f o u r c a l l e r s s a i d c l e a r l y i t was n o t t r u e 

f r i e n d s h i p . They s t a t e d t h e y d i d n o t know t h e w o r k e r s 

p e r s o n a l l y , and t h e r e l a t i o n s h i p o n l y was somewhat l i k e a 

f r i e n d s h i p . 

C r i s i s L i n e N e g a t i v e s 

Poor " B u s i n e s s " P r a c t i c e . S i x c a l l e r s made d i r e c t comments 

r e l a t i n g t o t h e c r i s i s l i n e s ' h a n d l i n g o f c a l l s . Three c a l l e r s 

s t a t e d t h e i r c a l l s were h a n d l e d t o o b u s i n e s s l i k e , w i t h o u t warmth, 

w i t h t h e w o r k e r s t o o r i g i d t o c r i s i s l i n e p r o c e d u r e s . One c a l l e r 

r e v e a l e d what t h e s e c a l l e r s e x p e r i e n c e d i n s t a t i n g : " I f i n d 

sometimes t h e i r c l i c h e , t r i t e r e s p o n s e s t h a t t h e y g i v e . . . i t ' s 
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v e r y r o b o t i c . I t ' s v e r y i m p e r s o n a l " ( P ) . Three c a l l e r s m e ntioned 

r e c e i v i n g b u s y s i g n a l s , sometimes o v e r an hour. And two c a l l e r s 

s h a r e d t h a t t h e t e l e p h o n e w o r k e r s p u t them on h o l d a s o t h e r c a l l s 

came i n . 

C a l l Management. S i x c a l l e r s s h a r e d t h a t c r i s i s c e n t r e s have 

r e s t r i c t e d and managed t h e i r c a l l s . These c a l l e r s m e n t i o n e d two 

c a l l management methods: (a) c a l l and t i m e l i m i t s , and (b) 

f o c u s i n g and d i r e c t i n g t h e c o n t e n t o f t h e i r c a l l s . W i t h o u t 

e x c e p t i o n a l l c a l l e r s m e n tioned d i s l i k i n g t h e s e c a l l management 

methods. O n l y one c a l l e r mentioned a n y t h i n g p o s i t i v e about c a l l 

management: " I c a n r e s p e c t c r i s i s l i n e s t h a t have t i m e l i m i t s and 

s t i c k by them. I t shows t h e y have b o u n d a r i e s " ( T ) . 

The c a l l e r s e x p r e s s e d t h a t c a l l and t i m e l i m i t s r e s u l t e d i n 

them b e i n g c u t o f f m i d - s e n t e n c e when t h e t e l e p h o n e w o r k e r s r i g i d l y 

f o l l o w i n g t h e r e s t r i c t i o n . They r e p o r t e d t h e y were o f t e n n e i t h e r 

g i v e n t h e o p p o r t u n i t y n o r c o n t r o l t o d e c i d e t h a t t h e y needed more 

t i m e t h i s c a l l t o t a l k t h r o u g h t h e i r c o n c e r n s . They s h a r e d t h a t 

t h e y o f t e n were r u s h e d , t r e a t e d l i k e a c a s e , and n o t r e s p e c t e d . 

One c a l l e r e x p l a i n e d t h e e x p e r i e n c e o f c a l l r e s t r i c t i o n s l i k e : 

" I t makes me f e e l l i k e I'm j u s t a number t h e y ' r e t r y i n g t o g e t 

r i d o f . . . . I t ' s l i k e t h e y ' r e d o i n g you a f a v o u r b y t o l e r a t i n g y o u 

f o r 10 m i n u t e s " ( S ) . T h i s statement r e f l e c t e d a s i m i l a r 

e x p e r i e n c e f o r a l l c a l l e r s . Two c a l l e r s even n o t e d a 

c o n t r a d i c t i o n i n t h e t i m e l i m i t s , one s t a t i n g : "Sometimes I f i n d 

t h a t when I am l i m i t e d t o a c e r t a i n t i m e i n my phone c a l l s , t h i s 

s o r t o f u p s e t s me and makes me f e e l t h a t nobody c a r e s about how 
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I'm f e e l i n g anymore. .. .But t h e c r i s i s l i n e has t o l d me t h a t i t ' s 

b e t t e r t o phone somebody and t a l k t o them about y o u r emotions and 

y o u r f e e l i n g s t h a n t o h o l d them i n s i d e " ( N ) . 

One c a l l e r m e ntioned t h a t some t e l e p h o n e w o r k e r s g e n t l y 

imposed o r n e g o t i a t e d t i m e l i m i t s . T h i s c a l l e r s a i d t h a t a f t e r 

i t had been d e t e r m i n e d no c r i s i s e x i s t e d f o r t h e c a l l e r , and when 

t h e c r i s i s l i n e was busy, some t e l e p h o n e v o l u n t e e r s w o u l d say: 

" I t ' s been k i n d o f b u s y t o n i g h t . I wo u l d l i k e t o keep t h i s c a l l 

s h o r t . " The c a l l e r s a i d t h i s a p p r o a c h seemed much more 

a p p r o p r i a t e . 

Four c a l l e r s m e n tioned t h a t t h e y f e l t t h e t e l e p h o n e w o r k e r s 

were sometimes i g n o r i n g t h e i r emotions and n o t a l l o w i n g them t o 

v e n t when t h e w o r k e r s f o c u s e d and d i r e c t e d t h e c a l l s . One 

c a l l e r , i n d i c a t i n g t h e d i f f i c u l t y f o r a l l , s t a t e d : "I'm g o i n g 

t h r o u g h a v e r y e m o t i o n a l p e r i o d where I j u s t need t h e i r s u p p o r t 

and t o be t h e r e t o h e a r me o u t and t o h e l p g i v e me t h e s u p p o r t I 

need. And o t h e r s a r e v e r y up f r o n t and a l l t h e y want t o do i s 

s o r t o f d i r e c t me i n a d i r e c t i o n as t o what am I g o i n g t o do f o r 

m y s e l f t o d a y " (N). These c a l l e r s s h a r e d t h a t t h e f o c u s i n g and 

d i r e c t i n g o f t h e i r c a l l s l e f t them f e e l i n g h u r t and r e j e c t e d 

because t h e t e l e p h o n e w o r k e r d i d n o t a d d r e s s t h e i r e m o t i o n s . 

They r e p o r t e d t h e y were l e f t f e e l i n g n o t f u l l y u n d e r s t o o d . 

L a b e l l e d . F i v e c a l l e r s m e ntioned r e c e i v i n g d i f f e r e n t 

t r e a t m e n t from c r i s i s l i n e s because t h e y were l a b e l l e d " c h r o n i c " 

o r g a y / l e s b i a n i d e n t i f i e d . 

Three c a l l e r s s t a t e d t h e y were l a b e l l e d " c h r o n i c " c a l l e r s b y 
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c r i s i s l i n e s . They mentioned t h e y e x p e r i e n c e d a s u b s t a n d a r d 

s e r v i c e as c h r o n i c c a l l e r s because t h e y were n o t c r i s i s c a l l e r s . 

R e p r e s e n t a t i v e o f a l l t h e s e c a l l e r s , one c a l l e r s t a t e d : "They 

c a l l e d me ' c h r o n i c c a l l e r , ' w i t h c h r o n i c has a n e g a t i v e 

c o n n o t a t i o n t o i t . . . . t h e y , a l o t o f t i m e s , t r e a t y o u a s i f 

t h e y ' r e p u t t i n g up w i t h you. You're a c h r o n i c c a l l e r and y o u ' r e 

n o t one o f t h e i m p o r t a n t o n e s " ( S ) . F o r two c a l l e r s t h a t 

c o m p l a i n e d about t h e s e r v i c e t h e y r e c e i v e d , t h e y s a i d t h e c r i s i s 

l i n e s ' a d m i n i s t r a t i o n s d i s r e g a r d e d t h e i r c o m p l a i n t s and 

a t t r i b u t e d t h e c o m p l a i n t s t o t h e " c h r o n i c " l a b e l . They s t a t e d a 

r e p u t a t i o n f o l l o w e d them, even i f t h e y d i d change. They 

i n d i c a t e d t h e o n l y way t h e t r e a t m e n t o r l a b e l d i s a p p e a r e d was i f 

t h e y s t o p p e d t e l e p h o n i n g f o r a w h i l e . 

Three c a l l e r s a l s o r e p o r t e d t e l e p h o n e w o r k e r s as seeming 

awkward o r n o t a c c e p t i n g o f t h e i r gay o r l e s b i a n l i f e s t y l e . As 

one c a l l e r s a i d , r e f l e c t i n g a l l t h r e e c a l l e r s ' e x p e r i e n c e s : 

" C e r t a i n f e l l o w s make me uneasy. I t ' s o n l y happened two o r t h r e e 

t i m e s i n a l l t h e y e a r s I've been p h o n i n g . They're u n c o m f o r t a b l e 

when I t a l k about my l i f e s t y l e " ( R ) . One c a l l e r even s t a t e d t h e 

t e l e p h o n e w o r k e r s r e a d t h i n g s i n t o what t h e c a l l e r s a i d r e g a r d i n g 

t h e c a l l e r ' s s e x u a l i t y and a c t e d on t h e i r a s s u m p t i o n s . 

V a l i d a t i o n o f C r i s i s L i n e C h a r a c t e r i s t i c s w i t h C a l l e r s 

The f i v e c a l l e r s r e a c h e d f o r f o l l o w - u p c o n f i r m e d t h e c r i s i s 

l i n e c h a r a c t e r i s t i c s t h a t emerged from t h e i n t e r v i e w d a t a . 

C a l l e r s t h a t o r i g i n a l l y p r o v i d e d l i m i t e d e v i d e n c e f o r some c r i s i s 

l i n e c h a r a c t e r i s t i c s p r o v i d e d a d d i t i o n a l i n f o r m a t i o n t h a t 
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s t r e n g t h e n e d t h e i d e n t i f i e d c h a r a c t e r i s t i c s . No c o u n t e r e v i d e n c e 

f o r t h e i d e n t i f i e d c r i s i s l i n e c h a r a c t e r i s t i c s was p r o v i d e d b y 

t h e c a l l e r s a t f o l l o w - u p . 

L e i t m o t i f s 

F o u r g l o b a l themes, o r l e i t m o t i f s , emerged f r o m t h e d a t a 

a n a l y s i s . The l e i t m o t i f s o f i s o l a t i o n , c o n n e c t i o n , v i c t i m i z a t i o n 

and esteem c a p t u r e d g r e a t e r , more m e a n i n g f u l p a t t e r n s a r i s i n g o u t 

o f what t h e c a l l e r s d i r e c t l y s a i d o r i m p l i e d . These g l o b a l 

themes c u t a c r o s s a l l a s p e c t s o f t h e c a l l e r s ' l i v e s : t h e i r 

i n t e r a c t i o n w i t h t h e c r i s i s l i n e s , t h e i r u s e o f o t h e r h e l p i n g 

s e r v i c e s , and t h e i r e x p e r i e n c e s w i t h f a m i l y , f r i e n d s and s p e c i a l 

o t h e r s . The l e i t m o t i f s p u t t h e c a l l e r s i n t o a l a r g e r c o n t e x t f o r 

t h e i r l i v e s . 

I s o l a t i o n 

The i s o l a t i o n l e i t m o t i f emerged from i n t e r v i e w d a t a 

i n d i c a t i n g c a l l e r i s o l a t i o n and l o n e l i n e s s . The g l o b a l theme 

a r o s e from t h e c a l l e r s 1 i n f o r m a t i o n on t h e i r p h y s i c a l and 

p s y c h o l o g i c a l h e a l t h , t h e i r f a m i l i e s , and t h e i r i n t i m a t e 

r e l a t i o n s h i p s . 

L i m i t a t i o n s C r e a t i n g L o n e l i n e s s . F o u r c a l l e r s c l e a r l y s t a t e d 

one o f t h e i r r e a s o n s f o r c o n t a c t i n g c r i s i s l i n e s as i s o l a t i o n o r 

l o n e l i n e s s . F o r t h e s e c a l l e r s , t h e y s a i d t h e c r i s i s l i n e s became 

a r e g u l a r c o n t a c t f o r them because t h e y c o u l d n o t c o n n e c t w i t h 

o t h e r s . F u r t h e r , s i x c a l l e r s m e n tioned l i m i t e d f i n a n c e s t h a t 

hampered t h e i r a b i l i t y t o co n n e c t s o c i a l l y . F o r t h r e e o f t h e s e 

c a l l e r s , t h e y a l s o s t a t e d t h e i r p h y s i c a l h e a l t h l i m i t e d t h e i r 
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a b i l i t y t o g e t o u t . 

S e x u a l O r i e n t a t i o n . Three c a l l e r s i n d i c a t e d t h e y were 

i s o l a t e d f r o m t h e i r f a m i l i e s and o t h e r s because t h e s e p e o p l e d i d 

no t a c c e p t t h e c a l l e r s ' s e x u a l o r i e n t a t i o n . These c a l l e r s 

m entioned t h e nonacceptance came a c r o s s as u n e a s i n e s s t o o u t r i g h t 

h o s t i l i t y t o w a r d them f r o m f a m i l y , h e l p i n g p r o f e s s i o n a l s and 

o t h e r s . One c a l l e r d i s c l o s e d a s o l i d r e l u c t a n c e t o t a l k about 

s e x u a l i t y o u t o f f e a r o f b e i n g n o t a c c e p t e d and j u d g e d b y o t h e r s . 

F a m i l i e s . A l l c a l l e r s m e ntioned some i s o l a t i o n f r om f a m i l y 

members. O n l y two c a l l e r s m e ntioned a c o n n e c t i o n w i t h some 

f a m i l y members; t h e y s a i d t h e y d i d n o t speak w i t h o t h e r f a m i l y 

members. F o u r o t h e r c a l l e r s r e v e a l e d a tenuous c o n n e c t i o n w i t h 

t h e i r f a m i l i e s . The r e m a i n i n g two c a l l e r s s a i d t h e y n e v e r o r 

r a r e l y c o n t a c t e d t h e i r f a m i l i e s . 

H a l f t h e c a l l e r s i n d i c a t e d i s o l a t i o n f r o m t h e i r f a m i l i e s 

t h a t a r o s e from n e g l e c t b y t h e i r p a r e n t s - t h e i r p a r e n t s j u s t 

were n o t t h e r e f o r them because o f s u b s t a n c e abuse o r i l l n e s s . 

Two o f t h e s e c a l l e r s s t a t e d t h e i r p a r e n t s and f a m i l y c l e a r l y d i d 

n o t want them. One c a l l e r e x p r e s s e d t h e s i m i l a r e x p e r i e n c e f o r 

b o t h c a l l e r s i n t h e st a t e m e n t : "Both my p a r e n t s wanted a boy, b u t 

when t h e y had him, t h e y were happy. But I was c o m p l e t e l y 

i g n o r e d " ( M ) . F o r t h e s e two c a l l e r s , t h e y r e p o r t e d l a t e r i n t h e i r 

l i v e s t h e y even were e x c l u d e d from f a m i l y a c t i v i t i e s , l i k e 

p a r t i e s , and b e i n g t a u g h t how t o r u n a home, s u c h as c o o k i n g . 

F o r t h e o t h e r h a l f o f t h e c a l l e r s , t h e y r e v e a l e d a p a r e n t a l 

c o n n e c t i o n t h r o u g h t h e trauma o f t h e o t h e r p a r e n t s ' d e a t h , 



104 

p a r e n t a l abuse o r abandonment. They i n d i c a t e d t h e i r p a r e n t a l 

c o n n e c t i o n d e v e l o p e d a t t h e e x c l u s i o n o f o t h e r f a m i l y members. 

Once t h e p a r e n t a l c o n n e c t i o n was b r o k e n , t h e y m e n t i o n e d t h a t no 

one i n t h e f a m i l y i n i t i a l l y r e m ained t o p r o v i d e s u p p o r t . Three 

c a l l e r s even s t a t e d t h e y were blamed f o r t h e i r e x c l u s i o n f r o m t h e 

f a m i l y . 

F o u r c a l l e r s i n d i c a t e d t h e y were t h e i d e n t i f i e d p a t i e n t i n 

t h e f a m i l y and f o r c e d i n t o t h e r a p y f o r t h e c o n f l i c t t h e y c r e a t e d 

i n t h e home. Fo u r c a l l e r s m entioned t h e y became t h e f a m i l y 

r e b e l , o u t c a s t o r scapegoat, and were c u t o f f f r om t h e r e m a i n d e r 

o f t h e f a m i l y . A l l i n d i c a t e d t h e i r f a m i l i e s d isowned them 

because o f t h e i r a c t i o n s . 

B e t t e r H e a l t h C r e a t e s Some L o n e l i n e s s . A l l t h e c a l l e r s 

m e ntioned t h a t when t h e y improved t h e i r e m o t i o n a l and 

p s y c h o l o g i c a l h e a l t h , t h e y l o s t some f a m i l y and f r i e n d s . 

R e p r e s e n t i n g t h e e x p e r i e n c e f o r a l l c a l l e r s , one c a l l e r s a i d : " I 

u s e d t o see a l o t [of f r i e n d s ] . When I was a doormat, I had a 

l o t o f f r i e n d s , a l o t o f f r i e n d s . But, you know, I h a r d l y see 

anybody [now w i t h b e t t e r esteem] " (L) . They s h a r e d t h a t t h e y 

b r o k e o f f c o n t a c t t o m a i n t a i n and t o b u i l d t h e i r h e a l t h , o r t h a t 

t h e f a m i l y c a s t them o u t because t h e y c h a l l e n g e d f a m i l y l o y a l t i e s 

and b e l i e f s when t h e y g o t b e t t e r . 

Few S p e c i a l O t h e r s . H a l f t h e c a l l e r s m e n t i o n e d t h e y had no 

o r o n l y one s p e c i a l o t h e r i n t h e i r l i v e s . The o t h e r h a l f 

r e v e a l e d t h e y had two o r t h r e e s p e c i a l o t h e r s i n t h e i r l i v e s . 

O n l y two c a l l e r s m e n tioned a c u r r e n t s p e c i a l r e l a t i o n s h i p . S i x 
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c a l l e r s s t a t e d t h e y l i v e d a l o n e . 

C o n n e c t i o n 

C a l l e r s d i s c l o s e d i n f o r m a t i o n on t h e i r i n t e r a c t i o n s w i t h 

c r i s i s l i n e s and o t h e r h e l p i n g s e r v i c e s , and on t h e i r 

r e l a t i o n s h i p s w i t h f a m i l y and f r i e n d s . From t h i s i n t e r v i e w d a t a 

emerged t h e g l o b a l theme o f c o n n e c t i o n . 

C r i s i s L i n e s . C a l l e r s s t a t e d t h e y c o n n e c t e d w i t h c r i s i s 

l i n e s i n many ways. F i v e c a l l e r s m e ntioned t e l e p h o n i n g c r i s i s 

l i n e s t o have someone l i s t e n t o them, t o t a l k w i t h , and s h a r e 

t h e i r d a y and f e e l i n g s . Three c a l l e r s s p e c i f i c a l l y m e n t i o n e d how 

t h e y a p p r e c i a t e d t h e y c o u l d t e l e p h o n e t h e c r i s i s l i n e s j u s t t o 

c h a t . They s a i d t h e t e l e p h o n e w o r k e r s a l s o w o u l d c h a t and even 

a s k t h e c a l l e r s how t h i n g s were g o i n g . F i v e c a l l e r s s t a t e d t h e y 

c o n n e c t e d w i t h t h e c r i s i s l i n e s l i k e f a m i l y o r f r i e n d s . One 

c a l l e r s t a t e d a s i m i l a r e x p e r i e n c e f o r a l l : "There's one c r i s i s 

l i n e I'm v e r y i n t o u c h w i t h more t h a n t h e o t h e r s , and t h e s e 

p e o p l e , I a l m o s t f e e l l i k e - I don't know i f y o u ' l l sound shocked 

by t h i s - b u t i t ' s a l m o s t l i k e a f a m i l y r e l a t i o n s h i p w i t h me and 

them. And a l o t o f them know me so w e l l t h r o u g h t h e t e l e p h o n e 

t h a t t h e y f e e l l i k e a f r i e n d " ( P ) . 

F our c a l l e r s m e ntioned t h e t e l e p h o n e w o r k e r s w i t h s i m i l a r 

l i f e e x p e r i e n c e s t o them h e l p e d b u i l d t h e t e l e p h o n e r e l a t i o n s h i p 

t h r o u g h t h e s h a r i n g o f t h a t e x p e r i e n c e . They i n d i c a t e d t h e 

s h a r e d e x p e r i e n c e between t h e w o r k e r and t h e c a l l e r h e l p e d f o s t e r 

and b u i l d g r e a t e r r a p p o r t and c o n n e c t i o n . A l s o , t h e s e c a l l e r s 

s a i d t h e y f o u n d t e l e p h o n e w o r k e r s were b e t t e r a b l e t o u n d e r s t a n d 
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and h e l p them i f t h e w o r k e r s had been t h r o u g h a s i m i l a r l i f e 

e x p e r i e n c e t o them. 

Two c a l l e r s i n d i c a t e d t h e i r c o n t a c t w i t h c r i s i s l i n e s was 

t h e r a p e u t i c and a l l o w e d b e t t e r i n t e r a c t i o n w i t h o t h e r s . They 

s h a r e d t h e i r c o n t a c t w i t h t h e c r i s i s l i n e s had f o s t e r e d l i f e 

changes t h a t a l l o w e d them t o conn e c t w i t h o t h e r s . They s t a t e d 

t h e y l e a r n e d t o t a k e t h e f o c u s o f f t h e m s e l v e s and f o c u s on t h e 

o t h e r p e r s o n . They i n d i c a t e d t h e y were b e t t e r a b l e t o c o n n e c t 

w i t h o t h e r s t h e n . 

O t h e r H e l p i n g R e s o u r c e s . C a l l e r s a l s o r e v e a l e d t h e i r need 

f o r c o n n e c t i o n t h r o u g h t h e i r t h e r a p e u t i c r e l a t i o n s h i p s . S i x 

c a l l e r s s t a t e d t h e y had p o o r t h e r a p e u t i c r e l a t i o n s h i p s a t 

sometime. They i n d i c a t e d t h e y wanted t o c o n n e c t b u t t h e y 

p e r c e i v e d t h e y had c o u n s e l l o r s o r t h e r a p i s t s t h a t c o u l d n o t 

r e l a t e t o them o r s u p p o r t them. However, f i v e o f t h e e i g h t 

c a l l e r s a l s o m e n t i o n e d a c l e a r c o n n e c t i o n w i t h t h e i r t h e r a p e u t i c 

r e s o u r c e t h r o u g h h a v i n g t h e i r e x p e r i e n c e s , f e e l i n g s and b e l i e f s 

v a l i d a t e d and a s s u r e d . R e p r e s e n t a t i v e o f t h e e x p e r i e n c e f o r a l l 

c a l l e r s , one c a l l e r s t a t e d : "The...support g r o u p . . . I f e e l I'm n o t 

a l o n e - t h e r e ' r e o t h e r p e o p l e o u t t h e r e t h a t have gone t h r o u g h 

s i m i l a r s i t u a t i o n s " ( N ) . 

F a m i l i e s . S i x c a l l e r s r e v e a l e d c o n t a c t w i t h t h e i r f a m i l i e s 

t h a t was n o n e x i s t e n t o r tenuous a t b e s t . O n l y two c a l l e r s 

r e p o r t e d t h e y had c o n n e c t e d o r enhanced t h e i r c o n t a c t w i t h t h e i r 

f a m i l i e s o r , a t l e a s t , some f a m i l y members. 

F r i e n d s and S p e c i a l O t h e r s . A l l c a l l e r s m e n t i o n e d some 
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c o n t a c t w i t h o t h e r s , e x c l u d i n g f a m i l y . Seven c a l l e r s t a l k e d 

about a t l e a s t one i n t i m a t e r e l a t i o n s h i p w i t h a s p e c i a l o t h e r . 

S i x o f t h e c a l l e r s m e n tioned t h e i r f r i e n d s ; t h e o t h e r two t a l k e d 

about a c q u a i n t a n c e s . S t i l l , a l l e i g h t s a i d t h e y c o n n e c t e d 

s o c i a l l y a t l e a s t e v e r y few weeks. 

V i c t i m i z a t i o n 

The g l o b a l theme o f v i c t i m i z a t i o n emerged a c r o s s a l l c a l l e r s 

f rom t h e i n f o r m a t i o n t h e y s h a r e d about t h e i r f a m i l i e s , t h e i r 

i n t e r a c t i o n s w i t h t h e c r i s i s l i n e s , and t h e i r e x p e r i e n c e s w i t h 

o t h e r h e l p i n g r e s o u r c e s . 

C r i s i s L i n e s . F i v e c a l l e r s r e p o r t e d t h e y r e c e i v e d d i f f e r e n t 

t r e a t m e n t because t h e y were n o t t h e u s u a l c a l l e r s t o t h e c r i s i s 

l i n e s . R e p r e s e n t a t i v e o f t h i s d i f f e r e n t t r e a t m e n t , one c a l l e r 

s a i d : "They a c t u a l l y p u t y o u r name on a b o a r d as w a r n i n g as a 

l i s t o f p e o p l e t o w a t c h on. /And I a c t u a l l y had one o f t h e c r i s i s 

l i n e s u p e r v i s o r s phone, t a l k i n g t o me about t h a t , and s a y i n g , 

'You know, we'd l i k e t o t e l l you we r e a l l y need t o s o r t o f warn 

you t h a t y o u do c a l l o f t e n ' " ( P ) . Two c a l l e r s s a i d t h e l a b e l 

" c h r o n i c " c a l l e r seemed as t h e y were l e s s w o r t h y o f s e r v i c e and 

open t o v i o l a t i o n s o f t h e i r a nonymity and c o n f i d e n t i a l i t y . One 

c a l l e r r e p r e s e n t e d b o t h i n t h e s t a t e m e n t : " I t ' s l i k e . . . i t ' s 

a c c e p t a b l e t o abuse... [ c h r o n i c ] c a l l e r s . . . . I t ' s j u s t l i k e i n an 

o f f i c e o r s omething i f somebody t r a n s f e r s i n t o t h e o f f i c e and 

t h e y have a bad r e p u t a t i o n . They're abused f r o m t h e i r f i r s t day 

t h e r e , so t h e y c a n n e v e r l o s e i t " ( S ) . F o r two c a l l e r s t h a t s a i d 

t h e y c o m p l a i n e d about t h e i n a p p r o p r i a t e s e r v i c e t h e y r e c e i v e d , 
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t h e y s t a t e d t h e c r i s i s c e n t r e s ' a d m i n i s t r a t i o n s d i s c r e d i t e d them 

because t h e y were " c h r o n i c " c a l l e r s . The c a l l e r s p e r c e i v e d 

c r i s i s l i n e s ' a d m i n i s t r a t i o n s as d i s r e g a r d i n g them because t h e y 

were " c h r o n i c . " 

S i x c a l l e r s m e n t i o n e d t h a t t h e i r c r i s i s l i n e c a l l s had been 

managed t h r o u g h t i m e r e s t r i c t i o n s and f o c u s i n g t h e c o n t e n t o f 

t h e i r c a l l s . Three c a l l e r s r e p o r t e d t h e c r i s i s l i n e w o r k e r s 

m a i n t a i n e d t h e t i m e l i m i t s even when t h e c a l l e r s needed more t h a n 

t h e 10 o r 15 m i n u t e s t o v e n t t h e p a i n and e m o t i o n a l d i s t r e s s t h e y 

were u n d e r g o i n g . A l s o , t h r e e c a l l e r s s a i d f o c u s i n g them t o one 

o r two i s s u e s i n a c a l l i g n o r e d what t h e y c o n s i d e r e d i m p o r t a n t t o 

u n d e r s t a n d i n g t h e t o t a l s i t u a t i o n and them. Showing t h e 

d i f f i c u l t y a l l t h e s e c a l l e r s e x p e r i e n c e d w i t h c a l l management, 

one c a l l e r s t a t e d : "When t h e w o r k e r s a y s , 'We o n l y have 15 

mi n u t e s . L e t ' s f o c u s on t h i s f o r t h e n e x t two m i n u t e s , ' i t 

sounds l i k e a r e p r i m a n d t o me. I t sounds l i k e I'm b e i n g 

i n t e r v i e w e d b y a d o c t o r " ( T ) . F o r t h e s e c a l l e r s , t h e y i n d i c a t e d 

c a l l management as h u r t f u l and p u n i t i v e f o r them. 

C o u n s e l l i n g , Therapy and O t h e r Treatment. Three c a l l e r s 

i n d i c a t e d t h e y f e l t caught up i n t h e h e a l t h c a r e s y s t e m t o t r e a t 

t h e i r m e n t a l o r p h y s i c a l i l l n e s s . F i v e c a l l e r s r e v e a l e d a sense 

o f p o w e r l e s s n e s s a g a i n s t t h e p r o f e s s i o n a l s h e l p i n g them. They 

s t a t e d t h e m e d i c a l and p s y c h i a t r i c p r o f e s s i o n a l s b e l i e v e d t h e y 

knew what was b e s t f o r t h e c a l l e r s ' t r e a t m e n t and w o u l d n o t 

l i s t e n t o t h e c a l l e r s ' c o n c e r n s . Three c a l l e r s s h a r e d t h a t t h e y 

were i n s t i t u t i o n a l i z e d and t h e i r r i g h t s removed. When two 
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c a l l e r s s a i d t h e y d i d speak out a g a i n s t t h e t r e a t m e n t t h e y had 

r e c e i v e d , t h e y s a i d o t h e r s u s e d t h e l a b e l o f m e n t a l l y i l l t o 

c o n f i n e them and l i m i t t h e i r c o n t r o l o v e r t h e i r t r e a t m e n t . They 

s a i d t h e i r c u r r e n t a c t i o n s were seen as p a r t o f t h e i l l n e s s . 

F i v e c a l l e r s m e ntioned i n a p p r o p r i a t e h e l p e r s i n l a t e r 

t h e r a p y . R e p r e s e n t a t i v e o f t h e t y p e o f i n a p p r o p r i a t e h e l p e r s 

e x p e r i e n c e d b y a l l t h e s e c a l l e r s , one c a l l e r s t a t e d : " I went back 

t o him a second time...he was s i t t i n g b e h i n d h i s desk, l o o k i n g a t 

a sheet o f p a p e r . And he g l a n c e d up o v e r t h e t o p o f i t , ' 1 1 ve 

been r e v i e w i n g my n o t e s I made a f t e r y o u r l a s t s e s s i o n , ' and he 

s a i d , ' I want you t o know I don't t r e a t l o s e r s ' " ( S ) . Two c a l l e r s 

r e p o r t e d t h e y were even blamed f o r t h e a b u s i v e o r i n a p p r o p r i a t e 

t r e a t m e n t because o f t h e i r b e h a v i o u r . They s a i d t h e y were t o l d 

b y o t h e r h e l p e r s t h e r e must have been good r e a s o n f o r t h e 

t h e r a p i s t s ' a c t i o n s : t h e t h e r a p i s t s were p r o b a b l y r e s p o n d i n g t o 

t h e c a l l e r s ' b e h a v i o u r . 

One c a l l e r m e n tioned b e i n g o v e r l y s h e l t e r e d i n t r e a t m e n t and 

f e e l i n g l i k e a c h i l d . T h i s c a l l e r i n d i c a t e d t h a t i n s i t u a t i o n s 

where o p p o r t u n i t i e s e x i s t e d t o l e a r n and p r a c t i c e l i f e s k i l l s , 

t h e w o r k e r s t o o k o v e r f o r t h e c a l l e r . The c a l l e r m e n t i o n e d 

f e e l i n g s c a r e d b y t h e w o r k e r ' s a c t i o n s and p r e v e n t e d f r o m 

l e a r n i n g l i f e s k i l l s t h e c a l l e r needed. 

F a m i l y . Three c a l l e r s c l e a r l y s t a t e d t h e y were v i c t i m i z e d i n 

t h e i r f a m i l i e s . These c a l l e r s i n d i c a t e d a p a t t e r n o f 

v i c t i m i z a t i o n t h a t r e p e a t e d t h r o u g h o u t t h e i r l i v e s i n 

f r i e n d s h i p s , work, t h e r a p y , t r e a t m e n t , and r e l a t i o n s h i p s w i t h 
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s p e c i a l o t h e r s . Three o t h e r c a l l e r s s a i d t h e y w i t n e s s e d and 

e x p e r i e n c e d p h y s i c a l abuse i n t h e i r f a m i l y and m e n t i o n e d t h e y 

went on t o have s i g n i f i c a n t r e l a t i o n s h i p s w i t h p h y s i c a l l y a b u s i v e 

p a r t n e r s . Two c a l l e r s , who mentioned a dependent c o n t r o l l i n g 

r e l a t i o n s h i p w i t h a p a r e n t , i n d i c a t e d t h e y r e p e a t e d t h i s p a t t e r n 

w i t h t h o s e f r i e n d s and s i g n i f i c a n t o t h e r s l a t e r i n t h e i r l i v e s . 

One c a l l e r made a s t a t e m e n t r e p r e s e n t a t i v e f o r b o t h : " I g e t 

codependent t o o q u i c k l y . I g e t e m o t i o n a l l y i n v o l v e d and l o s e 

m y s e l f i n t h e p e r s o n " ( T ) . 

Four c a l l e r s r e p o r t e d s e v e r e n e g l e c t , two o f them s t a t i n g 

t h e y were unwanted b y t h e i r p a r e n t s . A l l t h e s e c a l l e r s i n d i c a t e d 

t h e i r p a r e n t s were u n a v a i l a b l e t o them f o r s u p p o r t even t h r o u g h 

t h e c a l l e r s ' most d i f f i c u l t t i m e s . As one c a l l e r s t a t e d : " I g o t 

raped...And I had a baby from i t . And e v e r y b o d y d i s a s s o c i a t e d 

w i t h me because I had t h e baby"(M). 

F o r t h e o t h e r f o u r c a l l e r s , t h e y r e p o r t e d p a r e n t a l abuse and 

b e t r a y a l . A l l m e n t i o n e d a s i m i l a r h i s t o r y where one p a r e n t 

became u n a v a i l a b l e e i t h e r t h r o u g h d e a t h , s u b s t a n c e abuse o r 

abandonment. They i n d i c a t e d t h e y t h e n b u i l t a c o n n e c t i o n w i t h 

t h e r e m a i n i n g p a r e n t , w h i c h was l a t e r b e t r a y e d t h r o u g h t h i s 

p a r e n t ' s s u b s t a n c e misuse, abuse o f t h e c a l l e r , o r u n a v a i l a b i l i t y 

t o p r o t e c t t h e c a l l e r a g a i n s t o t h e r abuse. They a l l i n d i c a t e d 

t h e y m i s t r u s t e d t h e i r p a r e n t e v e r s i n c e . 

Esteem 

The esteem l e i t m o t i f emerged from i n t e r v i e w d a t a i n d i c a t i n g 

esteem b u i l d i n g and c a l l e r empowerment. The g l o b a l theme a r o s e 



from t h e c a l l e r s ' s h a r e d i n f o r m a t i o n on t h e i r i n t e r a c t i o n s w i t h 

t h e c r i s i s l i n e s , t h e i r t h e r a p e u t i c r e l a t i o n s h i p w i t h o t h e r 

h e l p i n g r e s o u r c e s , and t h e i r c h a n g i n g r e l a t i o n s h i p s w i t h f a m i l y 

and f r i e n d s . 

C r i s i s L i n e s . The c a l l e r s i n d i c a t e d a d e v e l o p i n g esteem as 

t h e y t a l k e d about how t h e c r i s i s l i n e s h e l p e d them t h r o u g h t h e i r 

c o n c e r n s and d i f f i c u l t i e s . Three c a l l e r s s t a t e d t h e t e l e p h o n e 

workers h e l p e d them t h r o u g h b r a i n - s t o r m i n g and p r o b l e m - s o l v i n g 

a c t i v i t i e s , moving t h e c a l l e r s t o a c t i o n and b u i l d i n g t h e 

c a l l e r s ' s e l f - r e l i a n c e . I n d i c a t i v e o f a l l t h e s e c a l l e r s , one 

c a l l e r s a i d : "At one t i m e I wo u l d be v e r y f r u s t r a t e d t h a t on one 

c a l l I c o u l d n ' t come t o a c o n c l u s i o n on a problem. But t h a t was 

a l o n g t i m e ago. And now I u n d e r s t a n d i t might t a k e me w o r k i n g 

on i t a month. . . .And maybe t h e y [the c r i s i s l i n e ] w o u l d n ' t even 

be i n s t r u m e n t a l i n me f i n d i n g a s o l u t i o n " ( L ) . F o u r c a l l e r s 

m entioned t h e y d e v e l o p e d a c t i o n p l a n s w i t h t h e t e l e p h o n e w o r k e r s 

and were g i v e n t h e r e s o u r c e s and r e f e r r a l s t o c a r r y o u t t h e 

p l a n s . F i v e c a l l e r s r e p o r t e d t h e c r i s i s l i n e w o r k e r s a l s o gave 

them new p e r s p e c t i v e s on t h e i r c o n c e r n s t h a t encouraged t h e 

c a l l e r s t o v i e w t h e i r problems d i f f e r e n t l y . 

F o u r c a l l e r s s t a t e d t h e y r e c e i v e d v a l i d a t i o n and 

acknowledgement o f t h e i r l i f e e x p e r i e n c e s and f e e l i n g s f r o m 

t e l e p h o n e w o r k e r s . They i n d i c a t e d t h e y l e a r n e d i t was okay t o be 

th e m s e l v e s , and t h e y w o u l d be a c c e p t e d whether t h e y were good o r 

bad. Two c a l l e r s a l s o mentioned t h e y were t o l d t o l o o k a f t e r 

t h e m s e l v e s because t h e y were u n i q u e . A l l i n d i c a t e d t h e y f e l t 
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b e t t e r about t h e m s e l v e s . One c a l l e r r e p r e s e n t e d t h e a t t i t u d e s o f 

a l l t h e c a l l e r s i n t h e s t a t e m e n t : " I t t o o k a l o n g t i m e b e f o r e I 

c o u l d do i t [ f e e l good about m y s e l f ] . Now, I don't know how I 

l i v e i t any o t h e r w a y " ( L ) . 

O t h e r H e l p i n g R e s o u r c e s . F i v e c a l l e r s s t a t e d t h e i r 

e x p e r i e n c e s were v a l i d a t e d b y t h e i r s u p p o r t group, t h e r a p i s t o r 

o t h e r h e l p i n g p r o f e s s i o n a l . F u r t h e r , f o u r c a l l e r s r e p o r t e d t h e i r 

t h e r a p y was b e n e f i c i a l i n h e l p i n g them b u i l d t h e i r esteem and 

s t a n d up f o r t h e m s e l v e s . One c a l l e r s t a t e d : "Where I g o t t h e 

s t r e n g t h f r o m - my f i r s t y e a r and a h a l f w i t h t h a t t h e r a p i s t . I 

f e l t so empowered....because o f t h e good work I d i d w i t h 

h e r . . . t h a t gave me t h e s t r e n g t h t o speak u p . . . " ( S ) . T h i s 

statement t y p i f i e s a l l t h e c a l l e r s ' e x p e r i e n c e s . W i t h h e l p f u l 

t h e r a p y , t h e y i n d i c a t e d t h e y were l e t t i n g go o f p e r s o n a l 

r e l a t i o n s h i p s t h a t were h i n d e r i n g o r p a i n f u l . They a l s o s t a r t e d 

t o speak up about p r e v i o u s t r e a t m e n t t h e y p e r c e i v e d as 

i n a p p r o p r i a t e . 

F our c a l l e r s m e n tioned t h e y t o o k a c t i o n f o r t h e m s e l v e s t o 

c o u n t e r t h e m i s t r e a t m e n t t h e y had undergone t h r o u g h abuse o r 

i n v o l v e m e n t i n t h e h e a l t h c a r e system. They spoke up a g a i n s t 

h e a l t h c a r e t r e a t m e n t t h e y had r e c e i v e d , c o n f r o n t i n g t h e h e a l t h 

c a r e p r o f e s s i o n a l i n f r o n t o f o t h e r s . They i n d i c a t e d t h e y were 

t a k i n g c o n t r o l back t o c a r e f o r t h e m s e l v e s and t h e i r own 

i n t e r e s t s . 

F i v e c a l l e r s a l s o s t a t e d t h e y l e f t h e l p i n g r e l a t i o n s h i p s 

when t h e h e l p e r was i n a p p r o p r i a t e , and two s a i d t h e y t o o k a c t i o n 
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a g a i n s t t h e i n a p p r o p r i a t e t h e r a p y t h e y r e c e i v e d . These two 

c a l l e r s s a i d t h e y r e p o r t e d t h e t h e r a p i s t s t o r e f e r r a l a g e n c i e s . 

These a g e n c i e s t h e n w o u l d e n s u r e o t h e r s w o u l d be i n f o r m e d o f t h e 

po o r and i n a p p r o p r i a t e p r o f e s s i o n a l b e h a v i o u r s . 

F a m i l y . F o u r c a l l e r s i n d i c a t e d t h e y had b u i l t t h e i r esteem 

and m a i n t a i n e d i t b y e s t a b l i s h i n g b o u n d a r i e s and new 

r e l a t i o n s h i p s w i t h f a m i l y members. They r e v e a l e d t h e y no l o n g e r 

g o t s t u c k i n o l d f a m i l y games and p a t t e r n s and o n l y t o o k on what 

was t h e i r r e s p o n s i b i l i t y . T h i s i s r e p r e s e n t e d b y t h e st a t e m e n t 

one c a l l e r gave: " I don't w o r r y anymore. I'm n o t as v i c t i m i z e d 

by h i s b e h a v i o u r a s . I u s e d t o be.... I u s e d t o t a k e i t v e r y 

p e r s o n a l l y . . . . I t ' s h i s c h o i c e , h i s problem. L e t him own i t " ( P ) . 

The f o u r o t h e r c a l l e r s i n d i c a t e d t h e y s t i l l s t r u g g l e d t o 

move f u r t h e r beyond t h e i r awareness o f t h e i r f a m i l y dynamics t o 

c o n c r e t e a c t i o n s t h a t h e l p them m a i n t a i n t h e m s e l v e s a g a i n s t 

f a m i l y p a t t e r n s . They mentioned freedom from t h e i r d y s f u n c t i o n a l 

f a m i l y l o y a l t i e s and r e s p o n s i b i l i t i e s when t h e y were on t h e i r 

own, away f r o m f a m i l y members. However, t h e y r e v e a l e d a s t r u g g l e 

t o m a i n t a i n t h e i r .esteem when f a m i l y members e n t e r e d t h e i r l i v e s . 

F r i e n d s . Two c a l l e r s s h a r e d t h e y b e f r i e n d e d p e o p l e t h e y 

c o u l d r e l y on and s h a r e t h e m s e l v e s e q u a l l y . They i n d i c a t e d t h e s e 

f r i e n d s h i p s enhanced t h e i r esteem t h r o u g h t h e m u t u a l 

u n d e r s t a n d i n g , s u p p o r t and c a r i n g . The r e m a i n i n g s i x c a l l e r s 

r e v e a l e d t h e y s t i l l s t r u g g l e d t o overcome t h e i r f e e l i n g s o f s e l f -

doubt t o r e a c h o u t and conn e c t w i t h o t h e r s . I n d i c a t i v e o f t h i s 

s t r u g g l e f o r a l l , one c a l l e r s a i d : " I am f i n d i n g i t e a s i e r 
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because o f c r i s i s l i n e s who have l e t me know I'm okay t o make t h e 

- t o n o t be a f r a i d t o r e a c h o u t t o o t h e r p e o p l e " ( S ) . As t h e s e 

c a l l e r s f o u n d b e t t e r p s y c h o l o g i c a l h e a l t h , t h e y i n d i c a t e d t h e y 

were s l o w l y b u i l d i n g t h e i r esteem t h r o u g h b e t t e r c a r e i n c h o o s i n g 

t h e i r f r i e n d s . 

V a l i d a t i o n o f L e i t m o t i f s w i t h C a l l e r s 

A l l f o u r l e i t m o t i f s - i s o l a t i o n , c o n n e c t i o n , v i c t i m i z a t i o n 

and esteem - were c o n f i r m e d b y a l l f i v e c a l l e r s c o n t a c t e d f o r t h e 

v a l i d i t y check. The c a l l e r s i d e n t i f i e d t h e themes as p r e s e n t i n 

t h e i r l i v e s , f o r a t l e a s t a p e r i o d o f t i m e . F o r example, one 

c a l l e r c o u l d see v i c t i m i z a t i o n as once b e i n g a p a r t o f l i f e . 

Now, t h e c a l l e r c o u l d b e s t i d e n t i f y o n l y w i t h t h e theme o f 

esteem. 

The C h r o n i c C a l l e r R e l a t i o n a l Network 

The t e r m " c a u s a l network" i s u s e d b y M i l e s and Huberman 

(1984) t o d e s c r i b e how d i f f e r e n t v a r i a b l e s a r e l i n k e d i n t o a 

c h a i n o f e v e n t s , a c t i v i t i e s and p r o c e s s e s w h i c h i n f l u e n c e o r 

i n i t i a t e one a n o t h e r . However, t h i s t e r m i s somewhat m i s l e a d i n g 

f o r t h i s s t u d y and i s r e p l a c e d b y t h e t e r m " r e l a t i o n a l network." 

Though many v a r i a b l e s appeared t o i n f l u e n c e o r i n i t i a t e o t h e r 

f a c t o r s i n t h e network, t o s t a t e a l l v a r i a b l e s were c a u s a l l y 

l i n k e d w o u l d be i n a c c u r a t e . Some v a r i a b l e s were o n l y 

c h r o n o l o g i c a l l y l i n k e d , one f a c t o r p r e c e d i n g t h e o t h e r . O t h e r 

v a r i a b l e s a p p e a r e d t o i n f l u e n c e a d d i t i o n a l v a r i a b l e s , t hough 

d e f i n i t e s u p p o r t f o r t h e s e v a r i a b l e s ' i n f l u e n c e s was n o t p r e s e n t 

i n t h e i n t e r v i e w d a t a . T h e r e f o r e , t h e r e l a t i o n a l n etwork 
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a t t e m p t s b e s t t o show t h e p o s s i b l e r e l a t i o n s h i p s between 

i d e n t i f i e d c h r o n i c c a l l e r c h a r a c t e r i s t i c s . 

The i d e n t i f i e d c h r o n i c c a l l e r c h a r a c t e r i s t i c s were u s e d t o 

produce t h e r e l a t i o n a l network. The c h a r a c t e r i s t i c s were t a k e n 

as r e p r e s e n t a t i v e o f a l l c h r o n i c c a l l e r s , t hough c a l l e r 

e x c e p t i o n s f o r a few i d e n t i f i e d c h a r a c t e r i s t i c s e x i s t e d . R a t h e r 

t h a n l o o k a t e x c e p t i o n s , t h e c h r o n i c c a l l e r r e l a t i o n a l network 

a t t e m p t s t o show t h e p o s s i b l e c o n n e c t i o n s between i d e n t i f i e d 

c h r o n i c c a l l e r c h a r a c t e r i s t i c s . I t p r o v i d e s p a t h s between t h e 

d i f f e r e n t f a c t o r s t h a t l e a d t o a c h r o n i c c a l l e r 1 s h i g h e r o r l o w e r 

f r e q u e n c y o f c r i s i s l i n e c o n t a c t . 

The c h r o n i c c a l l e r r e l a t i o n a l network c o n t a i n s t h r e e p a r t s 

(see F i g u r e 4 ) . C h a r a c t e r i s t i c s 1 t h r o u g h 11, a p p r o x i m a t e l y l e f t 

and c e n t r e o f t h e f i g u r e , a r e t h o s e c h a r a c t e r i s t i c s common b o t h 

t o h i g h e r and l o w e r f r e q u e n c y c h r o n i c c a l l e r s . C h a r a c t e r i s t i c s 

12 t h r o u g h 21, r o u g h l y a l o n g t h e bottom p o r t i o n o f t h e f i g u r e , 

a r e c h a r a c t e r i s t i c s u n i q u e t o t h e l o w e r f r e q u e n c y c h r o n i c 

c a l l e r s . C h a r a c t e r i s t i c s 22 t h r o u g h 32, c o n t a i n e d i n t h e t o p 

p o r t i o n o f t h e f i g u r e , a r e t h o s e c h a r a c t e r i s t i c s i d e n t i f y i n g t o 

t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s . 

Common C h a r a c t e r i s t i c s 

A l l c a l l e r s r e p o r t e d coming from an a l c o h o l o r o t h e r d r u g 

a d d i c t e d f a m i l y ( 1 ) . (The number i n p a r e n t h e s e s r e f e r s t o t h e 

c h r o n i c c a l l e r c h a r a c t e r i s t i c on F i g u r e 4.) How t h i s c a l l e r 

c h a r a c t e r i s t i c i n f l u e n c e d t h e e a r l y l i f e s t a r t t o c o u n s e l l i n g , 
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t h e r a p y o r o t h e r t r e a t m e n t (2) remained u n c l e a r . Those c a l l e r s 

r e v e a l i n g e a r l y c h i l d h o o d i n v o l v e m e n t i n h e l p i n g s e r v i c e s 

r e p o r t e d t h e e a r l y t r e a t m e n t s t a r t t o be t h e r e s u l t o f t h e i r 

p h y s i c a l o r m e n t a l h e a l t h , n o t a p a r e n t ' s a l c o h o l o r o t h e r d r u g 

problem. When t h e c a l l e r s ' r e p o r t e d i n v o l v e m e n t i n t h e r a p y 

s t a r t i n g i n t h e i r y o u t h , t h e y s t a t e d t h e f a m i l y v i e w e d them as 

t h e "problem, " r a t h e r t h a n t h e s u b s t a n c e a b u s i n g p a r e n t . The 

c a l l e r s m e n t i o n e d t h e y were t h e n f o r c e d i n t o c o u n s e l l i n g o r 

t r e a t m e n t b y t h e i r p a r e n t s . 

A l l c h r o n i c c a l l e r s r e p o r t e d p r o l o n g e d h e a l t h c o n c e r n s ( 3 ) . 

C a l l e r s a l s o m e n t i o n e d p e r s o n a l o r p h y s i c a l l i m i t a t i o n s f r om 

t h e i r h e a l t h c o n c e r n s ( 4 ) . B o t h t h e p r o l o n g e d h e a l t h c o n c e r n s 

and t h e l i m i t a t i o n s e x p e r i e n c e d because o f them c o n t r i b u t e d t o 

c a l l e r s h a v i n g l i m i t e d employment o p p o r t u n i t i e s ( 5 ) , and t h e n 

l i m i t e d f i n a n c e s (6) . 

The c a l l e r s ' p e r s o n a l o r p h y s i c a l l i m i t a t i o n s f r o m t h e i r 

h e a l t h (4) and t h e c a l l e r s ' l i m i t e d f i n a n c e s (6) c o n t r i b u t e d t o 

t h e c h r o n i c c a l l e r s l i m i t e d a b i l i t y t o use and engage t h e i r 

s u p p o r t network ( 7 ) . A l s o , s e v e r e f a m i l y n e g l e c t (13) f o r l o w e r 

f r e q u e n c y c h r o n i c c a l l e r s and s e v e r e f a m i l y abuse (23) f o r h i g h e r 

f r e q u e n c y c h r o n i c c a l l e r s c o n t r i b u t e d t o t h e c a l l e r s l i m i t e d 

a b i l i t y t o use and engage t h e i r s u p p o r t network. B o t h t h e s e v e r e 

n e g l e c t and t h e s e v e r e abuse r e p o r t e d b y t h e c a l l e r s i n t h e i r 

f a m i l i e s a p p e a r e d t o a f f e c t t h e i r s o c i a l and r e l a t i o n s h i p s k i l l s . 

The c a l l e r s l i m i t e d a b i l i t y t o use and engage t h e i r s u p p o r t 

network ( 7 ) , as w e l l as t h e c a l l e r s ' f a m i l y h i s t o r y , encouraged 
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l i t t l e f a m i l y c o n t a c t (8) f o r c h r o n i c c a l l e r s . More 

s p e c i f i c a l l y , f o r t h e l o w e r f r e q u e n c y c h r o n i c c a l l e r s , t h e i r 

h i s t o r y o f s e v e r e f a m i l y n e g l e c t (13) and b e i n g i g n o r e d b y t h e 

f a m i l y (14), c o n t r i b u t e d t o l i t t l e f a m i l y c o n t a c t . F o r t h e 

h i g h e r f r e q u e n c y c h r o n i c c a l l e r s , t h e i r h i s t o r y o f s e v e r e f a m i l y 

abuse (23) and b e i n g blamed f o r t h e f a m i l y ' s i l l s (24) encouraged 

l i t t l e f a m i l y c o n t a c t f o r them. 

The c h r o n i c c a l l e r s l i m i t e d a b i l i t y t o use and engage t h e i r 

s u p p o r t network (7) c o n t r i b u t e d t o c a l l e r s n e e d i n g c r i s i s l i n e s 

and c o n t i n u i n g t o t e l e p h o n e them f o r s u p p o r t and c o n t a c t ( 9 ) . 

The impairment and l a c k o f i n t e r p e r s o n a l s k i l l s , i m p l i e d i n t h e 

c a l l e r s l i m i t e d a b i l i t y t o use and engage t h e i r s u p p o r t network, 

a l s o c o n t r i b u t e d t h e c a l l e r s c h a l l e n g i n g r e l a t i o n s h i p h i s t o r y 

(10). However, c a l l e r s a l s o r e p o r t e d a t l e a s t some f r i e n d s (11) 

t h a t t h e y m a i n t a i n r e g u l a r c o n t a c t w i t h . How t h i s c h a r a c t e r i s t i c 

e x a c t l y r e l a t e d t o t h e o t h e r c h r o n i c c a l l e r c h a r a c t e r i s t i c s 

r emained u n c l e a r . F r i e n d s d i d n o t seem t o add o r r e d u c e t h e 

c a l l e r s ' f r e q u e n c y o f t e l e p h o n i n g . However, a s l i g h t t e n d e n c y 

f o r t h e h i g h e s t f r e q u e n c y c h r o n i c c a l l e r s t o r e p o r t 

a c q u a i n t a n c e s , n o t f r i e n d s , was b e g i n n i n g t o emerge. 

Lower Freq u e n c y C h r o n i c C a l l e r C h a r a c t e r i s t i c s 

The r e p o r t e d common c h a r a c t e r i s t i c o f an a l c o h o l i c o r o t h e r 

d r u g a d d i c t e d f a m i l y (1) appeared t o c o n t r i b u t e somewhat t o t h e 

l o w e r f r e q u e n c y c h r o n i c c a l l e r s r e v e a l i n g no p a r e n t a l c o n n e c t i o n 

(12) and b e i n g i g n o r e d by t h e i r f a m i l i e s ( 14). F o r t h e s e 

c a l l e r s , t h e y r e p o r t e d t h e i r p a r e n t s g e n e r a l l y u n a v a i l a b l e t o 
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them because o f t h e p a r e n t s ' s u b s t a n c e abuse. A l s o , w i t h o u t a 

p a r e n t a l c o n n e c t i o n (12), t h e s e c a l l e r s r e p o r t e d t h e y were o f t e n 

s e v e r e l y n e g l e c t e d i n t h e f a m i l y (13) . No p a r e n t a l c o n n e c t i o n 

and s e v e r e f a m i l y n e g l e c t b o t h c o n t r i b u t e d t o t h e c a l l e r s b e i n g 

i g n o r e d b y t h e e n t i r e f a m i l y (14) . 

The a l c o h o l i c and o t h e r d r u g a d d i c t e d f a m i l y (1) and t h e 

c a l l e r s b e i n g i g n o r e d i n t h e i r f a m i l y (14) were r e p o r t e d as 

o n g o i n g i n t h e s e c a l l e r s ' l i v e s b e f o r e t h e c a l l e r s ' e a r l y e n t r y 

i n t o c o u n s e l l i n g , t h e r a p y o r o t h e r t r e a t m e n t ( 2 ) . Whether t h e s e 

v a r i a b l e s i n f l u e n c e d e a r l y e n t r y i n t o t h e h e l p i n g s e r v i c e s 

remained u n c e r t a i n f rom t h e i n t e r v i e w d a t a . The l o w e r f r e q u e n c y 

c h r o n i c c a l l e r s ' e a r l y e n t r y i n t o c o u n s e l l i n g , t h e r a p y o r o t h e r 

t r e a t m e n t (2) was a s s o c i a t e d w i t h t h e c a l l e r s ' p h y s i c a l o r 

p s y c h o l o g i c a l h e a l t h , n o t n e c e s s a r i l y t h e c a l l e r s ' f a m i l y 

background. 

The l o w e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d more c o n s i s t e n t 

and m o s t l y a p p r o p r i a t e t h e r a p y and o t h e r h e l p ( 15), c o n t r i b u t i n g 

t o t h e i r m o s t l y p o s i t i v e t h e r a p e u t i c e x p e r i e n c e ( 1 6 ) . W i t h a 

m o s t l y p o s i t i v e t h e r a p e u t i c h i s t o r y , t h e s e c a l l e r s i n d i c a t e d t h e y 

remained i n c o n t a c t w i t h and b e n e f i t e d from many more h e l p i n g 

r e s o u r c e s ( 17). W i t h more h e l p i n g r e s o u r c e s , and a m o s t l y 

p o s i t i v e t h e r a p e u t i c h i s t o r y , t h e l o w e r f r e q u e n c y c h r o n i c c a l l e r s 

s a i d t h e y u s e d c r i s i s l i n e s f o r p r a c t i c a l p u r p o s e s ( 1 8 ) , s u c h as 

b r a i n - s t o r m i n g and o b t a i n i n g o t h e r r e s o u r c e s and r e f e r r a l s . 

These c a l l e r s ' l ow use o f c r i s i s l i n e s (19) i s i n f l u e n c e d b y 

t h e c a l l e r s c o n t a c t w i t h many more h e l p i n g r e s o u r c e s ( 17), t h e i r 
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p r a c t i c a l u se o f t h e phone s e r v i c e (18), t h e i r need f o r s u p p o r t 

and c o n t a c t ( 9 ) , and t h e f a c t t h e s e c a l l e r s a r e more l i k e l y t o 

have a s p e c i a l o t h e r (20) i n t h e i r l i v e s . B o t h t h e s e c a l l e r s ' 

many more h e l p i n g r e s o u r c e s (17) and t h e l i k e l i h o o d h a v i n g a 

s p e c i a l o t h e r (20) r e d u c e d t h e c a l l e r s ' r e l i a n c e on t h e c r i s i s 

l i n e s f o r c o n t a c t . and s u p p o r t . The l o w e r f r e q u e n c y c h r o n i c 

c a l l e r s r e p o r t e d t h a t t h e y had o t h e r p e r s o n s w i t h whom t h e y c o u l d 

s h a r e t h e m s e l v e s d e e p l y w i t h . F u r t h e r , w i t h many more h e l p i n g 

r e s o u r c e s (17) , t h e c a l l e r s met t h e i r t h e r a p y and t r e a t m e n t needs 

o u t s i d e t h e c r i s i s l i n e s . These c a l l e r s t h e n o n l y needed t h e 

c r i s i s l i n e s f o r p r a c t i c a l h e l p (18). 

L a s t l y , t h e l o w e r f r e q u e n c y c h r o n i c c a l l e r s o f t e n r e p o r t e d 

p o s i t i v e e x p e r i e n c e s w i t h t h e c r i s i s l i n e s t h a t c o n t r i b u t e d t o 

t h e i r f r e q u e n t a p p r e c i a t i o n o f t h e s e r v i c e ( 2 1 ) . 

H i g h e r F r e q u e n c y C h r o n i c C a l l e r C h a r a c t e r i s t i c s 

The r e p o r t e d common c h a r a c t e r i s t i c o f an a l c o h o l i c o r o t h e r 

d r u g a d d i c t e d f a m i l y (1) c o n t r i b u t e d t o t h e t r a u m a t i c p a r e n t a l 

c o n n e c t i o n (22) . A l r e a d y formed o u t o f a p a r e n t ' s d e a t h , 

p a r e n t a l abuse o r abandonment, t h e r e p o r t e d t r a u m a t i c c o n n e c t i o n 

i n t e n s i f i e d w i t h t h e f a m i l i a l s u b s t a n c e abuse. T h i s i n t e n s i f i e d 

p a r e n t a l c o n n e c t i o n t h e n added t o t h e s e v e r i t y o f t h e f a m i l y 

abuse (23) f o r t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s . I n 

c o m b i n a t i o n , t h e s e v e r e f a m i l y abuse (23) and a l c o h o l i c o r o t h e r 

d r u g a d d i c t e d f a m i l y background (1) c o n t r i b u t e d t o t h e h i g h e r 

f r e q u e n c y c h r o n i c c a l l e r s b e i n g blamed f o r t h e f a m i l y ' s i l l s 

(24) . 
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B o t h t h e a l c o h o l o r o t h e r d r u g a d d i c t e d f a m i l y b a c k g r o u n d 

(1) and t h e c a l l e r s b e i n g blamed f o r t h e f a m i l y ' s i l l s (24) 

c o n t r i b u t e d t o t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s e a r l y s t a r t 

t o c o u n s e l l i n g , t h e r a p y o r o t h e r t r e a t m e n t ( 2 ) . These c a l l e r s 

r e p o r t e d b e i n g t h e i d e n t i f i e d p a t i e n t i n t h e f a m i l y . T h e r e f o r e , 

u s u a l l y f o r c e d i n t o t h e r a p y o r t r e a t m e n t b y t h e i r p a r e n t s o r 

f a m i l y , t h e s e c a l l e r s i n d i c a t e d t h e i r e a r l y t h e r a p e u t i c 

e x p e r i e n c e began n e g a t i v e l y . The c a l l e r s a l s o r e p o r t e d t h e i r 

t h e r a p e u t i c e x p e r i e n c e u s u a l l y c o n t i n u e d i n an a b u s i v e , 

i n c o n s i s t e n t and i n a p p r o p r i a t e manner (25), c o n t r i b u t i n g t o a 

g e n e r a l n e g a t i v e t h e r a p e u t i c e x p e r i e n c e ( 26). 

W i t h a n e g a t i v e and i n c o n s i s t e n t t h e r a p e u t i c h i s t o r y , t h e s e 

c a l l e r s r e p o r t e d t h a t c r i s i s l i n e s became t h e o n l y c o n s i s t e n t and 

a p p r o p r i a t e h e l p ( 27). W i t h no o t h e r o r i n c o n s i s t e n t h e l p i n g 

r e s o u r c e s , and a r e l u c t a n c e t o engage o t h e r h e l p because o f a 

n e g a t i v e t h e r a p e u t i c h i s t o r y , t h e h i g h e r f r e q u e n c y c h r o n i c 

c a l l e r s s a i d t h e y u s e d c r i s i s l i n e s as a t h e r a p e u t i c r e s o u r c e 

(28). 

B o t h t h e c a l l e r s ' dependency on c r i s i s l i n e s as t h e i r o n l y 

c o n s i s t e n t h e l p (27) and t h e c a l l e r s ' t h e r a p e u t i c u s e o f c r i s i s 

l i n e s (28) c o n t r i b u t e d s t r o n g l y t o t h e c a l l e r s h i g h u s e o f c r i s i s 

l i n e s ( 30). U s i n g t h e c r i s i s l i n e s as a t h e r a p e u t i c r e s o u r c e 

(28) moved t h e s e c h r o n i c c a l l e r s beyond c r i s i s l i n e c o n t a c t f o r 

o n l y s u p p o r t and c o n n e c t i o n ( 9 ) , and added t o t h e c a l l e r s ' 

r e a s o n s f o r t e l e p h o n i n g c r i s i s l i n e s . C r i s i s l i n e c o n t a c t t h e n 

i n c r e a s e d ( 3 0 ) . A l s o , w i t h few o r no s p e c i a l o t h e r s (29) i n 
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t h e s e c a l l e r s ' l i v e s t o s h a r e w i t h , t h e c a l l e r s ' c r i s i s l i n e 

c o n t a c t f o r s u p p o r t and c o n n e c t i o n (9) was enhanced. Then, b o t h 

t h e s e f a c t o r s p r o v i d e d f u r t h e r i n f l u e n c e f o r h i g h e r use o f t h e 

c r i s i s l i n e s ( 3 0 ) . 

W i t h t h e h i g h e r use o f t h e c r i s i s l i n e s (30), t h e s e c a l l e r s 

r e p o r t e d more f r e q u e n t u s e o f c a l l management t e c h n i q u e s (31) b y 

t h e c r i s i s l i n e s . The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s m e n tioned 

t h e y d i s l i k e d c a l l management, i n c r e a s i n g t h e i r c o m p l a i n t s and 

n e g a t i v e e x p e r i e n c e w i t h c r i s i s l i n e s ( 3 2 ) . F u r t h e r , w i t h 

i n c r e a s e d u se o f t h e c r i s i s l i n e s (30), t h e s e c a l l e r s m e n tioned 

more n e g a t i v e e x p e r i e n c e s w i t h c r i s i s l i n e s (32), c a l l management 

a s i d e . 

V a l i d a t i o n o f t h e C h r o n i c C a l l e r R e l a t i o n a l Network 

The f i v e c a l l e r s r e a c h e d f o r f o l l o w - u p c o n f i r m e d t h e c h r o n i c 

c a l l e r r e l a t i o n a l network. No disa g r e e m e n t w i t h t h e r e l a t i o n a l 

network was e x p r e s s e d . R a t h e r t h e c a l l e r s p r o v i d e d e l a b o r a t i o n 

o f t h e p o s s i b l e a s s o c i a t i o n s between c h a r a c t e r i s t i c s . F o r 

example, one c a l l e r c l a r i f i e d t h e r e l a t i o n s h i p between t h e h i g h e r 

f r e q u e n c y c h r o n i c c a l l e r c h a r a c t e r i s t i c s o f "few o r no s p e c i a l 

o t h e r s " and " h i g h use o f c r i s i s l i n e s . " T h i s c a l l e r d i d n o t want 

t o b u r den a s p e c i a l o t h e r w i t h p e r s o n a l c o n c e r n s . T h e r e f o r e , t h e 

c a l l e r t e l e p h o n e d c r i s i s l i n e s f o r s u p p o r t and w i t h g r e a t e r 

f r e q u e n c y . 
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D i s c u s s i o n 

S e v e r a l c h a r a c t e r i s t i c s a r o s e from t h e d a t a i n t h i s s t u d y . 

The i n t e r v i e w d a t a s u p p o r t e d and expanded some r e s u l t s o f 

p r e v i o u s s t u d i e s . Such c h a r a c t e r i s t i c s as t h e c h r o n i c c a l l e r s ' 

l i m i t e d s u p p o r t network and t h e i r e x p e r i e n c e w i t h o t h e r community 

r e s o u r c e s were c o n f i r m e d and c l a r i f i e d . A l s o , t h e d a t a d i d n o t 

s u p p o r t some p r e v i o u s f i n d i n g s , s u c h as t h e c a l l e r s ' s u b s t a n c e 

m i suse. Many new f i n d i n g s d i d emerge from t h e c h r o n i c c a l l e r 

i n t e r v i e w s , most i n t e r e s t i n g l y t h e d i f f e r e n c e s between t h e h i g h e r 

and l o w e r f r e q u e n c y c a l l e r s , and t h e l e i t m o t i f s . The f o l l o w i n g 

d i s c u s s i o n w i l l examine t h e c h a r a c t e r i s t i c s as t h e y r e l a t e t o one 

a n o t h e r and t h e p r e v i o u s r e s e a r c h . 

F a m i l y Background and V i c t i m i z a t i o n 

A l l t h e c a l l e r s d i s p l a y e d a p a t t e r n o f v i c t i m i z a t i o n 

b e g i n n i n g i n t h e i r f a m i l i e s o f o r i g i n . A l l i n d i c a t e d l i v i n g i n 

a n - a l c o h o l o r o t h e r d r u g a d d i c t e d f a m i l y , w i t h one o r b o t h 

p a r e n t s u n a v a i l a b l e because o f t h e s u b s t a n c e abuse. The c a l l e r s 

r e p o r t e d f r e q u e n t l y l i v i n g t h r o u g h e i t h e r s e v e r e abuse o r s e v e r e 

n e g l e c t b y t h e i r p a r e n t s and o t h e r f a m i l y members. V i c t i m i z a t i o n 

had become v e r y much a l i f e theme f o r a l l t h e c a l l e r s . 

F o r t h e l o w e r f r e q u e n c y c h r o n i c c a l l e r s , t h e p a r e n t a l 

s u b s t a n c e abuse c o n t r i b u t e d t o t h e n e g l e c t t h e y r e p o r t e d f r o m t h e 

f a m i l y . F o r t h e s e c a l l e r s a p a t t e r n o f v i c t i m i z a t i o n t h r o u g h 

s e v e r e n e g l e c t and f a m i l y abandonment began. O f t e n t h e y r e p o r t e d 

b e i n g unwanted c h i l d r e n and l e f t t o t h e i r own r e s o u r c e s g r o w i n g 

up. They s a i d n o t h i n g t h e y d i d , p o s i t i v e o r n e g a t i v e , g o t them 
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any c o n s i s t e n t a t t e n t i o n f r o m t h e i r f a m i l y members. U s u a l l y t h e y 

were t h e f a m i l y o u t c a s t s . L a t e r i n l i f e , t h e s e c a l l e r s r e p o r t e d 

i n t i m a t e r e l a t i o n s h i p s t h a t f a i l e d , o f t e n from abuse o r n e g l e c t 

by t h e i r p a r t n e r s , and more f a i l e d r e l a t i o n s h i p s t h a n t h e i r 

h i g h e r f r e q u e n c y t e l e p h o n i n g c o u n t e r p a r t s . They c l e a r l y r e p e a t e d 

a p a t t e r n o f abandonment s t a r t e d i n t h e i r f a m i l i e s o f o r i g i n . 

The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s o u t l i n e d s e v e r e abuse 

i n t h e i r f a m i l i e s . One o f t h e i r p a r e n t s abandoned t h e f a m i l y 

t h r o u g h d e a t h , s e p a r a t i o n o r s u b s t a n c e abuse. The c a l l e r s t h e n 

formed a t r a u m a t i c c o n n e c t i o n w i t h t h e r e m a i n i n g p a r e n t . When 

abuse o c c u r r e d , t h e p a r e n t a l c o n n e c t i o n s h a t t e r e d . The c a l l e r s 

r e p o r t e d t h e y e x p e r i e n c e d i n t e n s i f i e d abuse and abandonment 

because t h e s u b s t a n c e a d d i c t e d p a r e n t d i d n o t see o r s t o p t h e 

abuse. T h e i r n e g a t i v e f a m i l i a l r e l a t i o n s h i p s c o n t i n u e d . They 

s a i d t h e y were o f t e n blamed f o r t h e f a m i l i e s 1 i l l s . Perhaps 

d i s t r u s t i n g p e o p l e o r f e a r i n g f u r t h e r abuse, t h e h i g h e r f r e q u e n c y 

c h r o n i c c a l l e r s n e v e r o r r a r e l y c o n n e c t e d w i t h o t h e r s i n t i m a t e l y . 

When t h e y d i d e s t a b l i s h a n i n t i m a t e r e l a t i o n s h i p , i t ended w i t h 

abuse f o r them. T h i s p a t t e r n o f a b u s i v e r e l a t i o n s h i p s appeared 

e s t a b l i s h e d i n t h e i r f a m i l i e s . The v i c t i m i z a t i o n t h e n appeared 

i n t h e i r work, f r i e n d s h i p s , i n t i m a t e r e l a t i o n s h i p s , and t h e r a p y . 

L a t e r , some even r e p o r t e d e x p e r i e n c i n g a b u s i v e r e l a t i o n s h i p s on 

t h e c r i s i s l i n e s . 

I s o l a t i o n 

The c a l l e r s o f t e n e x p r e s s e d a sense o f l o n e l i n e s s o r 

i s o l a t i o n . The i s o l a t i o n t h e y e x p e r i e n c e d o f t e n a r o s e o u t o f 
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a b u s i v e and d y s f u n c t i o n a l f a m i l y dynamics t h e y r e p o r t e d . From 

t h e i r f a m i l y b a c k g r o u n d d e v e l o p e d p e r s o n a l and f a m i l i a l 

l i m i t a t i o n s t h a t hampered t h e i r a b i l i t y t o c o n n e c t w i t h o t h e r s , 

l e a v i n g f a m i l y and o t h e r s o f t e n u n a v a i l a b l e t o them f o r s u p p o r t . 

A l a c k o f a p p r o p r i a t e s o c i a l s k i l l s and a d i f f i c u l t y w i t h 

i n t i m a c y l i m i t e d t h e i r r e l a t i o n s h i p s w i t h f r i e n d s and s p e c i a l 

o t h e r s . A d d i n g t o t h e i r l o n e l i n e s s , t h e c a l l e r s m e n t i o n e d 

p h y s i c a l o r f i n a n c i a l l i m i t a t i o n s t o r e a c h i n g o u t t o o t h e r s . 

I s o l a t i o n became a s t r o n g theme f o r a l l c a l l e r s . 

The l o w e r f r e q u e n c y c h r o n i c c a l l e r s showed t h e y n e v e r 

c o n n e c t e d w i t h t h e i r f a m i l i e s . They s a i d t h e y were n e g l e c t e d and 

i g n o r e d b y t h e i r p a r e n t s and s i b l i n g s , two o f t h e c a l l e r s 

r e p o r t i n g t h e u l t i m a t e n e g l e c t o f b e i n g unwanted c h i l d r e n . These 

c a l l e r s o f t e n s a i d t h e y were e x c l u d e d f rom f a m i l y a c t i v i t i e s . 

I s o l a t i o n and abandonment s t a r t e d e a r l y i n t h e i r l i v e s . 

The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s s a i d t h e y s u f f e r e d 

abuse from p a r e n t s and s i b l i n g s . The c a l l e r s r e p o r t e d t h e y were 

blamed and s c a p e g o a t e d f o r t h e f a m i l i e s p r o b l e m s . They o f t e n 

s a i d t h a t t h e y were f o r c e d o u t , even e x i l e d , f r o m t h e f a m i l y 

l a t e r i n l i f e because o f t h e i r a p p a r e n t i n a p p r o p r i a t e b e h a v i o u r s . 

T h e i r e a r l i e r c o n n e c t i o n s w i t h t h e i r p a r e n t s and s i b l i n g s became 

a b u s i v e and u n t r u s t w o r t h y . They went from c o n n e c t i o n t o 

i s o l a t i o n . 

Because o f t h e n e g l e c t , t h e l o w e r f r e q u e n c y c h r o n i c c a l l e r s 

r a r e l y r e c e i v e d any s k i l l s t o co n n e c t w i t h o t h e r s . Because t h e 

h i g h e r f r e q u e n c y c a l l e r s had t h e i r e a r l y c o n n e c t i o n s b e t r a y e d , 
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t h e y became r e l u c t a n t t o con n e c t w i t h o t h e r s . W i t h t h e i r f a m i l y 

backgrounds, t h e s e c a l l e r s ' l i m i t e d a b i l i t y t o engage and use 

t h e i r s u p p o r t network o f f r i e n d s and f a m i l y becomes c l e a r . T h e i r 

i s o l a t i o n emerges from t h e i r i n a b i l i t y o r r e l u c t a n c e t o c o n n e c t , 

s t a r t e d i n t h e i r f a m i l i e s . 

W i t h l i m i t e d s u p p o r t networks and c h a l l e n g i n g p e r s o n a l and 

f a m i l i a l e x p e r i e n c e s , a l l c a l l e r s r e a c h e d o u t t o t h e r a p y , 

c o u n s e l l i n g and o t h e r t r e a t m e n t . The c a l l e r s a l s o f o u n d c r i s i s 

l i n e s as an o n g o i n g c o n s i s t e n t h e l p i n g r e s o u r c e . F o r a l l t h e 

c a l l e r s , t h e y s a i d t h e y r e c e i v e d a t l e a s t some s u p p o r t , c o n t a c t 

and h e l p from t h e h e l p i n g r e s o u r c e s . T h e i r sense o f i s o l a t i o n 

was r e d u c e d w i t h t h e i r c o n n e c t i o n s t o h e l p i n g s e r v i c e s . 

U n f o r t u n a t e l y f o r t h e h i g h e r f r e q u e n c y c a l l e r s , t h e y 

r e p o r t e d t h e i r p a t t e r n o f a b u s i v e and n e g a t i v e e x p e r i e n c e s 

c o n t i n u e d i n t o t h e i r h e l p i n g r e l a t i o n s h i p s , even w i t h c r i s i s 

l i n e s . Because o f t h e a b u s i v e and i n a p p r o p r i a t e h e l p i n g 

r e l a t i o n s h i p s , t h e s e c a l l e r s o f t e n l e f t t h e h e l p i n g s e r v i c e . 

T h e i r i s o l a t i o n r e p e a t e d . D i f f e r e n t l y , t h e l o w e r f r e q u e n c y 

seemed t o f i n d t h e a t t e n t i o n and c o n c e r n o f t h e h e l p i n g r e s o u r c e s 

(and t h e c r i s i s l i n e s ) p o s i t i v e . They i n d i c a t e d t h e y c o n t i n u e d 

w i t h most o f t h e i r h e l p i n g c o n t a c t s as l o n g as needed, e n j o y i n g 

t h e c o n n e c t i o n . 

L i m i t e d Support 

C o n s i s t e n t w i t h p r e v i o u s e x p e r i e n c e and f i n d i n g s o f a 

l i m i t e d s u p p o r t network (Haywood, 1981/ Imboden, 1981/ Sawyer & 

Jameton, 1979), o n l y two c a l l e r s r e p o r t e d s i g n i f i c a n t and 
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m e a n i n g f u l c o n t a c t and s u p p o r t f rom f a m i l y members. Even f o r 

t h e s e two c a l l e r s , n o t a l l f a m i l y members were p a r t o f t h e i r 

s u p p o r t network. They s a i d t h e y had l i m i t e d o r no c o n t a c t w i t h 

some f a m i l y members. The r e m a i n i n g s i x c a l l e r s showed no s u p p o r t 

and r a r e c o n t a c t w i t h f a m i l y members, e s p e c i a l l y t h e i r p a r e n t s . 

L i m i t e d f a m i l y c o n t a c t remains c o n s i s t e n t w i t h t h e c a l l e r s ' 

f a m i l y backgrounds. A l l t h e c a l l e r s r e p o r t e d a l c o h o l o r o t h e r 

d r u g a d d i c t e d f a m i l i e s where t h e c a l l e r s e x p e r i e n c e d s e v e r e abuse 

o r n e g l e c t f rom t h e i r p a r e n t s and o t h e r f a m i l y members. They 

were f r e q u e n t l y e x c l u d e d f rom t h e i r f a m i l i e s . Some c a l l e r s 

r e p o r t e d t h e y a r e s t i l l blamed f o r t h e f a m i l y ' s p roblems and 

t h e i r f a m i l i e s m a i n t a i n l i t t l e c o n t a c t w i t h them. The o t h e r 

c a l l e r s made a c h o i c e t o m a i n t a i n l i m i t e d c o n t a c t w i t h t h e i r 

f a m i l y t o t h e c a l l e r s ' b e n e f i t . T h e i r l i m i t e d f a m i l y c o n t a c t 

a v o i d e d a r e p e a t o f t h e v i c t i m i z a t i o n t h e y r e p o r t e d t h e y 

e x p e r i e n c e d i n t h e i r f a m i l y . 

Somewhat d i f f e r i n g f r om t h e p r e v i o u s a n e c d o t e and r e s e a r c h 

(Haywood, 1981/ Imboden, 1981/ Sawyer & Jameton, 1979), s i x 

c a l l e r s r e p o r t e d a s o c i a l s u p p o r t network o f two o r more f r i e n d s , 

and t h r e e o f t h e s e c a l l e r s s o c i a l i z e d r e g u l a r l y w i t h f i v e o r more 

p e o p l e . However, t h e s e f r i e n d s m o s t l y p r o v i d e d s o c i a l o u t l e t s 

f o r t h e c a l l e r s , and v e r y l i t t l e s u p p o r t . O n l y two c a l l e r s 

r e p o r t e d s i g n i f i c a n t o r m e a n i n g f u l s u p p o r t f rom t h e i r network o f 

f r i e n d s . 

A C h a l l e n g i n g R e l a t i o n s h i p H i s t o r y 

The c a l l e r s ' f r e q u e n t f a m i l i a l e x p e r i e n c e o f s e v e r e abuse o r 
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s e v e r e n e g l e c t seemed t o c o n t r i b u t e t o t h e i r l a t e r a b i l i t y t o 

c onnect w i t h o t h e r s . C o n s i s t e n t w i t h p r e v i o u s r e s e a r c h (Greer, 

1976; Sawyer & Jameton, 1979), t h e c a l l e r s i n t e r v i e w e d l a r g e l y 

r e p o r t e d t o be u n m a r r i e d o r u n p a r t n e r e d . S i x c a l l e r s s t a t e d t h e y 

had no s p e c i a l o t h e r i n t h e i r l i v e s now. L i v i n g a l o n e , t h e s e 

p e o p l e o n l y had t h e i r f r i e n d s and f a m i l y as a s u p p o r t network. 

The o t h e r two c a l l e r s , c u r r e n t l y i n r e l a t i o n s h i p s , showed 

s u b s t a n t i a l s u p p o r t f rom t h e i r p a r t n e r s - one p a s t s u p p o r t , and 

t h e o t h e r p a s t and c u r r e n t s u p p o r t . 

F i n d i n g and m a i n t a i n i n g s p e c i a l r e l a t i o n s h i p s p r o v e d 

c h a l l e n g i n g f o r a l l t h e c a l l e r s . The l o w e r f r e q u e n c y c h r o n i c 

c a l l e r s t e n d e d t o r e p o r t more i n t i m a t e r e l a t i o n s h i p s t h a n h i g h e r 

f r e q u e n c y c h r o n i c c a l l e r s . Perhaps, n o t e x p e r i e n c i n g f a m i l i a l 

c o n n e c t i o n , t h e l o w e r f r e q u e n c y c h r o n i c c a l l e r s had more s p e c i a l 

o t h e r s because t h e y d i d n o t l e a r n t h e s k i l l s t o c o n n e c t 

e f f e c t i v e l y w i t h a s p e c i a l o t h e r . F o r t h e h i g h e r f r e q u e n c y 

c h r o n i c c a l l e r s , p erhaps t h e a b u s i v e and b r o k e n c o n n e c t i o n s i n 

t h e i r f a m i l i e s made them c a u t i o u s w i t h l a t e r r e l a t i o n s h i p s . 

Whatever t h e r e a s o n s , a l l t h e c a l l e r s s h a r e d a d i f f i c u l t y 

e s t a b l i s h i n g and m a i n t a i n i n g s p e c i a l r e l a t i o n s h i p s , o f t e n 

r e v e a l i n g a d i f f i c u l t y b u i l d i n g i n t i m a c y w i t h o t h e r s . 

P r o l o n g e d H e a l t h Concerns, t h e n L i m i t a t i o n s 

A l l c a l l e r s r e p o r t e d p r o l o n g e d h e a l t h c o n c e r n s . F o r some 

t h i s began i n i n f a n c y o r c h i l d h o o d , sometimes as a d i s a b i l i t y . 

F o r o t h e r s t h e y were i n t h e i r y o u t h . O f t e n t h e i r h e a l t h problems 

g e n e r a t e d p e r s o n a l and p h y s i c a l l i m i t a t i o n s f o r them. 
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W i t h t h e i r h e a l t h l i m i t a t i o n s and d i s a b i l i t i e s , t h e c a l l e r s 

r e v e a l e d l i m i t e d employment. From t h e i r l i m i t e d employment, t h e 

c a l l e r s s a i d t h e i r f i n a n c i a l o p p o r t u n i t i e s and r e s o u r c e s were 

reduc e d . These l i m i t a t i o n s hampered t h e c a l l e r s ' a b i l i t y t o g e t 

ou t and c o n n e c t w i t h o t h e r s s o c i a l l y and i n t i m a t e l y . They were 

l i m i t e d f r o m e n g a g i n g a s o c i a l and s u p p o r t network. 

L i m i t e d A b i l i t y t o Use and Engage Support Network 

O f t e n t h e c a l l e r s r e p o r t e d d i f f i c u l t i e s moving beyond s o c i a l 

c o n v e r s a t i o n and a c t i v i t i e s t o f r i e n d s h i p s w i t h more p e r s o n a l 

engagement and d e p t h . A l s o , c a l l e r s r e mained d i s e n g a g e d and 

d i s t a n c e f rom t h e i r f a m i l y members out o f p e r s o n a l c h o i c e o r 

f a m i l y i n t e n t . The c h r o n i c c a l l e r s ' a b i l i t y t o engage and t o use 

t h e i r s u p p o r t network o f f a m i l y and f r i e n d s a p p e a r e d more a t 

i s s u e t h a n t h e s u p p o r t network i t s e l f . 

O n l y two c a l l e r s m e n tioned a s u p p o r t i v e , s p e c i a l someone i n 

t h e i r l i v e s . The o t h e r s s a i d t h e y l i v e d a l o n e . 

O n l y one c a l l e r r e p o r t e d s i g n i f i c a n t and m e a n i n g f u l c o n t a c t 

w i t h b o t h f r i e n d s and f a m i l y . A n o t h e r c a l l e r a l s o i n d i c a t e d 

s u p p o r t f r o m f a m i l y , though n e i t h e r o f t h e s e two c a l l e r s r e c e i v e d 

s u p p o r t f r o m a l l t h e i r f a m i l y members. A n o t h e r c a l l e r a l s o 

showed s i g n i f i c a n t and s u p p o r t i v e f r i e n d s h i p s . F o r t h e r e m a i n i n g 

s i x c a l l e r s , t h e y r e v e a l e d no e x t e n s i v e s u p p o r t network o f f a m i l y 

n o r f r i e n d s . F o r most c a l l e r s , t h e i r a b i l i t y t o c o n n e c t w i t h and 

use t h e i r f r i e n d s and f a m i l y f o r s u p p o r t r e m a i n e d l i m i t e d . 

C o n n e c t i o n 

Most c a l l e r s r e p o r t e d l i m i t e d s u p p o r t f rom o t h e r s . A l l t h e 
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c a l l e r s s a i d l o n e l i n e s s o f t e n was a f r e q u e n t f e e l i n g i n t h e i r 

l i v e s . However, because o f t h e s e o r i n s p i t e o f them, t h e theme 

o f c o n t a c t o r c o n n e c t i o n r e c u r r e d t h r o u g h any r e l a t i o n s h i p t h e 

c a l l e r s had. 

A l l c a l l e r s a ppeared t o want o r have a t l e a s t some 

c o n n e c t i o n w i t h o t h e r s . The c a l l e r s showed t h e y s t r i v e d t o b u i l d 

r e l a t i o n s h i p s and conn e c t w i t h o t h e r s , l i k e f r i e n d s and f a m i l y . 

They showed t h e y had some c o n n e c t i o n w i t h o t h e r s t h r o u g h t h e 

f r i e n d s h i p s , s o c i a l t i m e s and r a p p o r t t h e y e s t a b l i s h e d . They 

a l s o showed c o n n e c t i o n t h r o u g h t h e r a p p o r t t h e y had w i t h t h e i r 

f r i e n d s , f a m i l y , s p e c i a l o t h e r s o r h e l p e r s . 

The c a l l e r s d e v e l o p e d b o t h r a p p o r t and i n t i m a c y w i t h c r i s i s 

l i n e w o r k e r s and h e l p i n g p r o f e s s i o n a l s . The c a l l e r s s a i d t h e y 

f e l t b e t t e r and c o n n e c t e d when t h e y t a l k e d w i t h and were h e a r d b y 

h e l p e r s . They a l s o s a i d t h o s e t e l e p h o n e w o r k e r s t h a t s h a r e d 

s i m i l a r l i f e e x p e r i e n c e s w i t h them h e l p e d t h e c a l l e r s e s t a b l i s h 

even a b e t t e r c o n n e c t i o n t o t h o s e w o r k e r s . F o r f i v e o f t h e 

c a l l e r s t h e t e l e p h o n e w o r k e r s became a d i f f e r e n t k i n d o f f r i e n d . 

However, t h e c a l l e r s o n l y i n t e r p r e t e d f r i e n d l i n e s s f r o m t h e 

i n t i m a c y and r a p p o r t o f t h e h e l p i n g r e l a t i o n s h i p . The f r i e n d s h i p 

was n o t r e c i p r o c a t e d . 

Therapy, Treatment and t h e C a l l e r s ' P e r s o n a l Background 

P r e v i o u s o r C u r r e n t C o u n s e l l i n g , Therapy o r Treatment 

P r i o r r e s e a r c h b y G r e e r (1976) and Murphy e t a l . (1969) 

r e p o r t e d f rom 75% t o 95% o f f r e q u e n t and one t i m e c a l l e r s have 

had p r e v i o u s t h e r a p y , c o u n s e l l i n g o r t r e a t m e n t . C o n s i s t e n t w i t h 
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t h i s r e s e a r c h , a l l t h e s u b j e c t s i n t h e c u r r e n t s t u d y r e p o r t e d 

t h e y had r e c e i v e d some t y p e o f c o u n s e l l i n g , t h e r a p y o r t r e a t m e n t . 

Four c a l l e r s a l s o s a i d t h e y s t i l l m a i n t a i n e d c o n t a c t w i t h 

a d d i t i o n a l h e l p i n g s e r v i c e s b e s i d e t h e c r i s i s l i n e s . T h i s 

m a i n t a i n e d c o n t a c t w i t h o t h e r s e r v i c e s i s c o n s i s t e n t w i t h 

p r e v i o u s r e s e a r c h r e p o r t i n g c h r o n i c c a l l e r s have o r have had 

f r e q u e n t c o n t a c t w i t h o t h e r community s e r v i c e s (Farberow e t a l . , 

1966; L e s t e r & Brockopp, 1973; Sawyer & Jameton, 1979). F u r t h e r , 

a l l t h e c h r o n i c c a l l e r s r e p o r t e d an i n v o l v e m e n t i n t h e r a p y , 

t r e a t m e n t , o r a n o t h e r h e l p i n g r e s o u r c e b e f o r e t h e i r f i r s t c o n t a c t 

w i t h c r i s i s l i n e s . 

Perhaps u n i q u e t o c h r o n i c c a l l e r s i s t h e i r e a r l y i n v o l v e m e n t 

i n t h e r a p y o r o t h e r t r e a t m e n t . A l l t h e c a l l e r s o f t h i s s t u d y 

r e p o r t e d t h e y had been i n v o l v e d i n m e d i c a l o r m e n t a l h e a l t h 

t h e r a p y o r t r e a t m e n t b y t h e i r l a t e t e e n s . Most s a i d t r e a t m e n t 

began i n t h e i r c h i l d h o o d b e f o r e age 10. C l e a r l y because o f t h e 

c a l l e r s ' ages a t t h e t i m e , t h e i r p a r e n t s i n i t i a t e d t h e t h e r a p y o r 

t r e a t m e n t and had t h e c o n t r o l o v e r t h e t y p e and c o u r s e o f i t . 

F o r some t h i s e a r l y c o n t a c t w i t h m e d i c a l and m e n t a l h e a l t h 

s e r v i c e s was t o t h e i r b e n e f i t and t h e y c l e a r l y e x p r e s s e d t h e i r 

a p p r e c i a t i o n o f t h e h e l p t h e y r e c e i v e d . T h e i r e a r l y e x p e r i e n c e 

w i t h t h e r a p y o r o t h e r t r e a t m e n t began a p o s i t i v e t h e r a p e u t i c 

h i s t o r y f o r them. 

F o r t h e o t h e r s , e s p e c i a l l y t h e h i g h e r f r e q u e n c y c a l l e r s , 

t h i s e a r l y c o n t a c t w i t h t h e r a p y and t r e a t m e n t was t h e s t a r t o f a 

g e n e r a l l y n e g a t i v e e x p e r i e n c e w i t h t h e h e l p i n g p r o f e s s i o n s . A l l 



132 

r e p o r t e d t h e i r p a r e n t s f o r c e d them i n t o t h e r a p y o r o t h e r 

t r e a t m e n t . Some c a l l e r s r e p o r t e d t h e i r p a r e n t s even a t t e m p t e d t o 

i n s t i t u t i o n a l i z e them. F o r t h e s e c a l l e r s began a n e g a t i v e and 

o f t e n a b u s i v e t h e r a p e u t i c e x p e r i e n c e . 

M e n t a l H e a l t h C o n t a c t 

A l l c a l l e r s r e p o r t e d c o n t a c t w i t h m e n t a l h e a l t h o r 

p s y c h i a t r i c s e r v i c e s a t some p o i n t i n t h e i r l i v e s . Three c a l l e r s 

s a i d t h e y had r e c e i v e d p s y c h i a t r i c t r e a t m e n t f o r a d i a g n o s e d 

m e n t a l i l l n e s s . F o u r o t h e r c a l l e r s r e p o r t e d t h e y had r e c e i v e d 

t h e r a p y f rom a p s y c h i a t r i s t . The r e m a i n i n g c a l l e r r e p o r t e d 

r e c e i v i n g c o u n s e l l i n g f rom a community m e n t a l h e a l t h s e r v i c e . 

A l l c a l l e r s m e n tioned p r i o r p s y c h i a t r i c t r e a t m e n t , though n o t 

n e c e s s a r i l y f o r a d i a g n o s e d m e n t a l i l l n e s s . T h i s i s c o n s i s t e n t 

w i t h t h e p r e v i o u s r e s e a r c h t h a t s t a t e d between 75% and 85% o f 

c h r o n i c c a l l e r s r e p o r t e d p r i o r p s y c h i a t r i c t r e a t m e n t (Farberow e t 

a l . , 1996/ L e s t e r & Brockopp, 1970/ Sawyer & Jameton, 1979). 

S u i c i d e 

The c h r o n i c c a l l e r s 1 c o n t a c t w i t h t h e r a p y o r t r e a t m e n t o f t e n 

i n v o l v e d s u i c i d e . I n t o t a l f i v e c h r o n i c c a l l e r s r e v e a l e d f e e l i n g 

s u i c i d a l o r p r e v i o u s s u i c i d e a t t e m p t s . T h i s i s s i m i l a r t o p r i o r 

r e s e a r c h m e n t i o n i n g o v e r h a l f o f a l l c a l l e r s , c h r o n i c o r 

o t h e r w i s e , d i s c l o s i n g s u i c i d a l i d e a t i o n o r a t t e m p t s (Greer, 1976/ 

L e s t e r & Brockopp, 1970/ Murphy e t a l . , 1969/ Sawyer & Jameton, 

1979). O n l y t h r e e c a l l e r s , however, c o n t a c t e d c r i s i s l i n e s w h i l e 

f e e l i n g s u i c i d a l . 
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No S u b s t a n c e M i s u s e 

Three c a l l e r s d i s c l o s e d t h e y had an a l c o h o l o r o t h e r d r u g 

p r o b l e m and now were i n r e c o v e r y . The r e m a i n i n g f i v e c a l l e r s 

r e p o r t e d no d i f f i c u l t i e s o r c o n c e r n s w i t h t h e i r a l c o h o l o r o t h e r 

d r u g u s e . 

The p r e v i o u s r e s e a r c h had s u g g e s t e d a p p r o x i m a t e l y f i f t y 

p e r c e n t o f t h o s e c h r o n i c c a l l e r s t o a c r i s i s l i n e have an o n g o i n g 

s u b s t a n c e abuse p r o b l e m (Farberow e t a l . , 1966; G r e e r , 1976; 

Sawyer & Jameton, 1979). The r e s u l t s f r om t h e c u r r e n t r e s e a r c h 

do n o t s u p p o r t t h i s v i e w . A p o s s i b l e e x p l a n a t i o n f o r t h e l a c k o f 

s u p p o r t f o r t h e p r e v i o u s r e s e a r c h c o u l d be t h e c a l l e r s ' " d e n i a l " 

a r o u n d t h e i r s u b s t a n c e u s e . The i n t e r v i e w was n o t d e s i g n e d t o 

o b t a i n i n f o r m a t i o n on s p e c i f i c i n d i c a t o r s o f s u b s t a n c e abuse o r 

dependency. The i n t e r v i e w p r o t o c o l o n l y c o n t a i n e d q u e s t i o n s t h a t 

a s k e d t h e c a l l e r s ' v i e w s and d i f f i c u l t i e s about t h e i r a l c o h o l o r 

o t h e r d r u g u s e . The c a l l e r s c o u l d have been unaware t h a t t h e y 

have a s u b s t a n c e abuse problem, o r t h e y may have been r e l u c t a n t 

t o d i s c l o s e a n y s u b s t a n c e use d i f f i c u l t i e s . 

A n o t h e r p o s s i b l e e x p l a n a t i o n f o r t h e l a c k o f s u p p o r t 

i n v o l v e s t h e a s s o c i a t i o n between s u b s t a n c e use and m e n t a l i l l n e s s 

i n t h e r e s e a r c h . Farberow e t a l . (1966) and t h e Sawyer and 

Jameton (1979) l o o k e d a t s u b s t a n c e abuse o r dependency and m e n t a l 

i l l n e s s i n t h e same c a l l e r . O n l y G r e e r (1976) l o o k e d a t 

s u b s t a n c e u s e i n d e p e n d e n t l y o f m e n t a l i l l n e s s o r p s y c h i a t r i c 

c h a l l e n g e . Perhaps, because o f t h e e x c l u s i o n o f p s y c h i a t r i c a l l y 

c h a l l e n g e d c a l l e r s f r om t h e c u r r e n t s t u d y , t h i s r e s e a r c h ' s 
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c h r o n i c c a l l e r s a r e d i f f e r e n t enough from t h e o t h e r s t u d i e s 1 

s u b j e c t s t o produce d i f f e r i n g r e s u l t s . I g n o r i n g t h i s 

c o n s i d e r a t i o n , t h e g e n e r a l a s s e r t i o n c a n be made t h a t t h o s e 

c h r o n i c c a l l e r s , e x c l u d i n g t h e p s y c h i a t r i c a l l y c h a l l e n g e d , a r e 

not u n i q u e l y i d e n t i f i e d by a c u r r e n t s u b s t a n c e m i s u s e problem. 

P o s i t i v e T h e r a p e u t i c H i s t o r y v e r s u s N e g a t i v e T h e r a p e u t i c H i s t o r y 

The l o w e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d s e v e r e n e g l e c t 

and t h a t t h e y g e n e r a l l y were i g n o r e d and unwanted b y t h e i r 

p a r e n t s and f a m i l i e s . Perhaps, s t a r v e d f o r a t t e n t i o n , when t h e y 

e n t e r e d t h e r a p y o r o t h e r t r e a t m e n t , t h e i n t e r e s t and a t t e n t i o n 

t h e y r e c e i v e d c r e a t e d a p o s i t i v e e x p e r i e n c e f o r them. A d d i t i o n a l 

a t t e n t i o n and i n t e r e s t e x p r e s s e d b y h e l p e r s c o n t i n u e d t h e s e 

p o s i t i v e e x p e r i e n c e s . The c a l l e r s t h e n r e m a i n e d c o n n e c t e d t o 

many h e l p i n g s e r v i c e s and t h e i r v a r i o u s needs met. When t h e y 

began t e l e p h o n i n g c r i s i s l i n e s , t h e i r p o s i t i v e e x p e r i e n c e s 

c o n t i n u e d . Connected w i t h o t h e r h e l p i n g r e s o u r c e s , t h e y r e p o r t e d 

t h e y u s e d t h e c r i s i s l i n e s f o r p r a c t i c a l , day t o day a s s i s t a n c e , 

s u p p o r t and c o n t a c t . They m a i n t a i n e d c o n s i s t e n t , a p p r o p r i a t e and 

p o s i t i v e h e l p f rom s e v e r a l s o u r c e s . 

The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s e x p e r i e n c e d t h e i r 

f a m i l i e s d i f f e r e n t l y . S e v e r e l y abused and blamed f o r t h e i r 

f a m i l i e s i l l s , t h e y r e v e a l e d a h i s t o r y o f a b u s i v e r e l a t i o n s h i p s 

b e g i n n i n g i n t h e i r f a m i l i e s . Pushed i n t o t h e r a p y o r t r e a t m e n t by 

t h e i r p a r e n t s , t h e y r e p o r t e d t h e y s t a r t e d t h e r a p y n e g a t i v e l y . 

They showed a p a t t e r n o f a b u s i v e and c o n t r o l l i n g r e l a t i o n s h i p s 

t h a t d e v e l o p e d and c o n t i n u e d i n t o l a t e r t h e r a p y . They f r e q u e n t l y 
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s t r u g g l e d w i t h and l e f t h e l p i n g s e r v i c e s because o f t h e 

i n c o n s i s t e n t and i n a p p r o p r i a t e h e l p t h e y r e c e i v e d . They r e p o r t e d 

t h a t when t h e y c o n t a c t e d c r i s i s l i n e s , t h e phone s e r v i c e s 

f u l f i l l e d a need f o r c o n t a c t , o n g o i n g s u p p o r t , and t h e r a p y . No 

o t h e r s e r v i c e s e x i s t e d f o r them. However, when t h e i r c a l l s 

i n c r e a s e d , t h e c r i s i s l i n e s s t a r t e d t o manage t h e i r c a l l s . 

L i m i t e d f r o m a n o t h e r h e l p i n g r e s o u r c e when i n need, t h e s e c a l l e r s 

r e p o r t e d a n o t h e r n e g a t i v e s i t u a t i o n r e m i n i s c e n t o f t h e i r p r e v i o u s 

t h e r a p y , and even t h e i r f a m i l y l i f e . 

C o n t r a d i c t i o n s i n H e l p i n g E x p e r i e n c e 

C a l l e r s o f t e n r e p o r t e d a d o u b l e edged e x p e r i e n c e w i t h 

c o u n s e l l i n g , t h e r a p y and h e l p i n g p r o f e s s i o n a l s . W h i l e f r e q u e n t l y 

r e p o r t i n g t h a t t h e y were c o n s t r a i n e d , abused and disempowered, 

t h e c a l l e r s o f t e n d i s p l a y e d p e r s o n a l growth, esteem-growth and 

empowerment t h r o u g h t h e i r c o u n s e l l i n g and o t h e r t r e a t m e n t 

e x p e r i e n c e s . F o r example, t h r e e c a l l e r s s t a t e d t h e y were 

committed and r e s t r a i n e d by m e n t a l h e a l t h s e r v i c e s ; y e t , i t was 

t h e s e v e r y same m e n t a l h e a l t h s e r v i c e s t h a t t h e y s a i d empowered 

them t o b r e a k away from t h e i r i n s t i t u t i o n a l i z a t i o n and m e n t a l l y 

i l l l a b e l t o t a k e c a r e o f t h e m s e l v e s . The c a l l e r s i n d i c a t e d 

h e l p i n g s e r v i c e s b o t h r e p e a t e d t h e i r sense o f v i c t i m i z a t i o n and 

h e l p e d b o o s t t h e i r sense o f esteem. T h e r e f o r e , t h e y o f t e n 

a ppeared caught i n a c y c l e where t h e y r e p o r t e d h u r t and abuse t o 

a c h i e v e some c o n n e c t i o n and p e r s o n a l power. 

Telephone C r i s i s C e n t r e s 

The c a l l e r s ' y e a r s o f c o n t a c t r e m a i n c o n s i s t e n t w i t h 
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p r e v i o u s f i n d i n g s (Sawyer & Jameton, 1979). Most c h r o n i c c a l l e r s 

i n t e r v i e w e d r e p o r t e d t e l e p h o n i n g t h e c r i s i s l i n e s f o r s e v e r a l 

y e a r s : s e v e n c a l l e r s f o r o v e r 5 y e a r s , and t h r e e c a l l e r s f o r o v e r 

10 y e a r s . O n l y one c a l l e r had been c a l l i n g u nder a y e a r . 

A l s o , t h e c h r o n i c c a l l e r s ' t e l e p h o n i n g f r e q u e n c y i s 

c o n s i s t e n t w i t h p r e v i o u s r e s e a r c h ( L e s t e r & Brockopp, 1970; 

Johnson & B a r r y , 1978). The c a l l e r s s a i d t h e y t e l e p h o n e d t h r e e 

t o f i v e t i m e s a month t o f o u r t i m e s a day. 

I n c r e a s i n g C r i s i s L i n e C o n t a c t and Mismatched Needs 

D i s a d v a n t a g e d o r unmet r e l a t i o n s h i p needs do n o t appear 

s t r o n g f a c t o r s l e a d i n g t o i n c r e a s e d c r i s i s l i n e u s e . I f t h i s 

were t h e c a s e , b o t h t h e h i g h e r f r e q u e n c y and l o w e r f r e q u e n c y 

c h r o n i c c a l l e r s w o u l d l i k e l y have more e q u i v a l e n t r a t e s o f c r i s i s 

l i n e use because b o t h groups d i s p l a y a l i m i t e d a b i l i t y t o engage 

and use t h e i r s u p p o r t network. 

What does seem t h e s t r o n g e r i n f l u e n c e i s t h e c a l l e r s ' need 

f o r t h e r a p e u t i c c o n t a c t . The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s 

r e p o r t e d much more s e v e r e abuse t h a n t h e i r l o w e r f r e q u e n c y 

c o u n t e r p a r t s . A l s o , t h e y s t a t e d p r e v i o u s t h e r a p y and t r e a t m e n t 

t e n d e d t o i n c l u d e more f r e q u e n t and more s e v e r e n e g a t i v e 

t h e r a p e u t i c e x p e r i e n c e s t h a n o t h e r c a l l e r s . They a l s o t e n d e d t o 

r e p o r t much more i n c o n s i s t e n t t h e r a p y and o t h e r t r e a t m e n t . A l l 

t h e s e f a c t o r s seem t o i n c r e a s e t h e s e c a l l e r s ' need f o r c o n s i s t e n t 

and a p p r o p r i a t e t h e r a p y o r c o u n s e l l i n g . However, t h e s e c a l l e r s ' 

p r i o r n e g a t i v e and i n c o n s i s t e n t e x p e r i e n c e s w i t h t h e r a p y would 

appear t o i s o l a t e t h e s e c a l l e r s f r om h e l p i n g r e s o u r c e s from w h i c h 
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t h e y c o u l d b e n e f i t . 

C r i s i s l i n e s a r e a r e a d i l y a v a i l a b l e h e l p i n g r e s o u r c e . 

Though n o t t h e r a p i s t s , t h e c r i s i s l i n e w o r k e r s c a n and do p r o v i d e 

a p o s i t i v e and b e n e f i c i a l h e l p i n g r e l a t i o n s h i p t o c a l l e r s . 

Because t h e s e c a l l e r s were i s o l a t e d f r om o t h e r p o t e n t i a l h e l p and 

i n need o f a t h e r a p e u t i c r e s o u r c e , t h e y s a i d t h e c r i s i s l i n e s 

became a h e l p i n g r e p l a c e m e n t - a t h e r a p e u t i c s t o p gap - f o r them. 

T h e r e f o r e , t h e y i n c r e a s e d t h e i r c a l l s t o t h e o n l y h e l p i n g 

r e s o u r c e a v a i l a b l e t o them c o n s i s t e n t l y , a t a n y t i m e . 

A mismatch between t h e c a l l e r s 1 and c r i s i s l i n e s ' needs 

e x i s t s . The c a l l e r s , l o o k i n g f o r a t h e r a p e u t i c r e s o u r c e , 

i n c r e a s e t h e i r t e l e p h o n e c o n t a c t . However, t h e c r i s i s l i n e s 

p r o v i d e c r i s i s i n t e r v e n t i o n - n o t t h e r a p y . The t e l e p h o n e w o r k e r s 

e x p e c t t h e c a l l e r s t o improve q u i c k l y and s t o p t e l e p h o n i n g , w i t h 

t h e c r i s i s r e s o l v e d . The c r i s i s l i n e s ' need t o r e s o l v e c r i s e s 

and t h e c a l l e r s ' want o f t h e r a p y do n o t a g r e e . As L e u t h e and 

0'Conner (1981) s a i d , t h i s mismatch between needs r e s u l t s i n 

n e g a t i v e e x p e r i e n c e s f o r b o t h p a r t i e s . 

G r e e r (1976) s t a t e d t h e q u a l i t y o f t e l e p h o n e v o l u n t e e r 

i n t e r a c t i o n s d e c r e a s e s as t h e f r e q u e n c y o f c a l l e r s ' c o n t a c t w i t h 

t h e s e r v i c e i n c r e a s e s . F o r t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s , 

who r e p o r t e d n e g a t i v e e x p e r i e n c e s w i t h t h e c r i s i s l i n e s and t h e i r 

w o r k e r s , t h i s i s d e f i n i t e l y t h e c a s e . The n e g a t i v e c r i s i s l i n e 

e x p e r i e n c e s f r o m t h e mismatched needs w o u l d be p a r t o f t h e 

d e c r e a s i n g q u a l i t y o f t e l e p h o n e i n t e r a c t i o n s . 
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B u i l d i n g S e l f - E s t e e m 

L i m i t e d f a m i l y c o n t a c t h e l p e d t h e c a l l e r s a v o i d a r e p e a t o f 

t h e v i c t i m i z a t i o n t h e y r e p o r t e d h a v i n g e x p e r i e n c e d i n t h e i r 

f a m i l y . I t a l s o h e l p e d them r e b u i l d t h e i r esteem a f t e r t h e y e a r s 

o f abuse and n e g l e c t . However, t h e c a l l e r s needed a p l a c e , o r 

r e l a t i o n s h i p , where t h e y c o u l d b u i l d t h e i r esteem. 

The c a l l e r s r e v e a l e d many i n t e r a c t i o n s w i t h h e l p e r s t h a t 

enhanced t h e i r esteem and empowered them t o h e a l t h i e r l i v i n g . 

They s a i d t h a t t h e y r e c e i v e d v a l i d a t i o n , acknowledgement, and 

u n d e r s t a n d i n g o f t h e i r l i f e e x p e r i e n c e s f rom t e l e p h o n e w o r k e r s 

and h e l p i n g p r o f e s s i o n a l s . However, f o r a l l t h e c a l l e r s , t h e y 

s a i d t h e c r i s i s l i n e s o f t e n p r o v i d e d t h e most c o n s i s t e n t 

a c c e p t i n g and s u p p o r t i v e environment where t h e y c o u l d enhance 

t h e i r l i v e s . The c a l l e r s i n d i c a t e d t h e i n f o r m a t i o n , r e s o u r c e s 

and r e f e r r a l s , b r a i n - s t o r m i n g and new p e r s p e c t i v e s on t h e i r 

c o n c e r n s r e c e i v e d f rom t e l e p h o n e w o r k e r s worked t o w a r d b u i l d i n g 

t h e i r esteem. Through c r i s i s l i n e w o r k e r s ' v a l i d a t i o n and 

acknowledgement, t h e c a l l e r s d i s p l a y e d a sense o f a c c e p t a n c e and 

s u p p o r t t h a t b o o s t e d t h e i r esteem. 

Over t h e y e a r s o f c o n t a c t w i t h t h e c r i s i s l i n e s , and t o a 

degree o t h e r h e l p i n g r e s o u r c e s , t h e c a l l e r s r e v e a l e d t h e y s t a r t e d 

t o a d d r e s s t h e p r e v i o u s abuse t h e y had r e c e i v e d i n t h e i r 

f a m i l i a l , i n t i m a t e and h e l p i n g r e l a t i o n s h i p s . R e s o l v i n g t h e i r 

p a s t , t h e c a l l e r s ' esteem grew as t h e y began b e t t e r c a r i n g f o r 

t h e m s e l v e s . They e s t a b l i s h e d h e a l t h i e r r e l a t i o n s h i p s w i t h f a m i l y 

and f r i e n d s . Those c a l l e r s w i t h o u t new r e l a t i o n s h i p s i n d i c a t e d 
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t h e y c o n t i n u e d t o m a i n t a i n and f u r t h e r b u i l d t h e i r esteem w i t h 

c r i s i s l i n e w o r k e r s and o t h e r h e l p e r s . They s t i l l s e a r c h e d f o r 

h e a l t h i e r r e l a t i o n s h i p s w i t h o t h e r s . 

The c a l l e r s showed improved esteem t h r o u g h t h e i r c o n t a c t 

w i t h c r i s i s l i n e s . The e m o t i o n a l s u p p o r t and u n d e r s t a n d i n g 

p r o v i d e d b y t h e c r i s i s l i n e s s t r e n g t h e n e d t h e c a l l e r s . They were 

a l l o w e d t o v e n t t h e i r e m o t i o n a l d i s t r e s s and c o n c e r n s and were 

shown ways t o overcome t h e i r c h a l l e n g e s . C a l l e r s and t e l e p h o n e 

v o l u n t e e r s worked t o g e t h e r t o b r a i n s t o r m s o l u t i o n s and t o f i n d 

new p e r s p e c t i v e s . The c a l l e r s i n c r e a s e d t h e i r esteem and 

empowerment, r e c e i v i n g e m o t i o n a l r e l e a s e and b u i l d i n g a c t i o n 

p l a n s t h a t improved t h e i r p h y s i c a l , e m o t i o n a l and m e n t a l h e a l t h . 

The c r i s i s l i n e s a l s o p r o v i d e d a s a f e p l a c e where t h e 

c a l l e r s c o u l d g a i n s e l f - k n o w l e d g e t h r o u g h p e r s o n a l e x p l o r a t i o n . 

L i k e a m i r r o r , t h e t e l e p h o n e w o r k e r s v a l i d a t e d and acknowledged 

t h e c a l l e r s ' e x p e r i e n c e s and f e e l i n g s . The c a l l e r s showed t h e y 

had a r e l a t i o n s h i p w i t h t h e c r i s i s l i n e s where t h e y l e a r n e d t o 

b e t t e r u n d e r s t a n d and a c c e p t t h e m s e l v e s . T h e i r esteem grew 

t h r o u g h t h e encouragement, a c c e p t a n c e and c o n n e c t i o n w i t h someone 

e l s e . 

C r i s i s L i n e s as a T h e r a p e u t i c R e source 

Those c a l l e r s w i t h b e t t e r f i n a n c i a l r e s o u r c e s showed t h e y 

were b e t t e r a b l e t o cope w i t h t h e d a y - t o - d a y s t r e s s o r s and 

improve t h e m s e l v e s . They c o u l d b e t t e r a f f o r d t h e r a p y and 

c o u n s e l l i n g s e r v i c e s . Those c a l l e r s w i t h r e d u c e d o r few 

f i n a n c i a l r e s o u r c e s r e p o r t e d t h e y were l i m i t e d t o h e l p i n g 
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s e r v i c e s o f f e r e d a t a s l i d i n g s c a l e o r f r e e t h r o u g h community and 

government a g e n c i e s . When a f f o r d a b l e t h e r a p y and c o u n s e l l i n g 

s e r v i c e s were found, t h e s e r e s o u r c e s f r e q u e n t l y were l i m i t e d i n 

t i m e and i n c o n s i s t e n t . The h e l p i n g p r o f e s s i o n a l o f t e n moved onto 

b e t t e r p a y i n g p o s i t i o n s . F o r t h e s e c a l l e r s w i t h l i m i t e d 

f i n a n c i a l l y a v a i l a b l e c o u n s e l l i n g , t h e c r i s i s l i n e s c a n and do 

become a " t h e r a p e u t i c " h e l p i n g r e s o u r c e between t i m e s . 

P o s i t i v e and N e g a t i v e s o f T h e r a p e u t i c Use 

Because c a l l e r s r e p o r t e d t h e y t e n d e d t o use c r i s i s l i n e s 

t h e r a p e u t i c a l l y , c r i s i s l i n e s appear t o p r o v i d e b o t h a 

t h e r a p e u t i c and p o s i t i v e h e l p i n g r e l a t i o n s h i p . . C h r o n i c c a l l e r s 

a r e m e e t i n g c o u n s e l l i n g needs t h a t t h e y a r e n o t f u l f i l l i n g 

e l s e w h e r e . T h i s seems p a r t i c u l a r l y t r u e f o r t h e h i g h e r f r e q u e n c y 

c h r o n i c c a l l e r s who most o f t e n r e l y on t h e c r i s i s l i n e s as t h e i r 

o n l y t h e r a p e u t i c r e s o u r c e . However, t h e r a p e u t i c u s e o f c r i s i s 

l i n e s and t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s 1 p r e v i o u s n e g a t i v e 

t h e r a p e u t i c e x p e r i e n c e s appear t o combine t o c r e a t e more aware 

and more v o c a l c a l l e r s on t h e n e g a t i v e and i n a p p r o p r i a t e s e r v i c e 

t h e y may r e c e i v e f rom c r i s i s l i n e s . These c a l l e r s d i s p l a y e d t h e 

g r e a t e s t awareness o f i n a p p r o p r i a t e c r i s i s l i n e w o r k e r b e h a v i o u r s 

and were v e r y v o c a l on them. These c a l l e r s a l s o p r o v e d t o be t h e 

most p r e c i s e i n what t h e y f o u n d b e n e f i c i a l and p o s i t i v e about 

c r i s i s l i n e s e r v i c e . 

The C h r o n i c C a l l e r s ' N e g a t i v e Responses 

The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s o f t e n r e p o r t e d t h e y had 

s u f f e r e d s e v e r e abuse i n t h e i r f a m i l i e s o f o r i g i n . They 
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i n d i c a t e d t h e i r a b u s i v e e x p e r i e n c e s t e n d e d t o r e p e a t t h e m s e l v e s 

i n f u t u r e r e l a t i o n s h i p s : f r i e n d s , s p e c i a l o t h e r s , and 

t h e r a p e u t i c . They r e v e a l e d a p a t t e r n o f v i c t i m i z a t i o n t h a t was 

s e t e a r l y and c o n t i n u e d t h r o u g h o u t t h e i r l i v e s . 

The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s s u g g e s t e d t h e i r p a t t e r n 

o f v i c t i m i z a t i o n c o n t i n u e d w i t h c r i s i s l i n e s . When c r i s i s l i n e 

p e r s o n n e l i n i t i a t e d c a l l management t o r e s t r i c t t h e i r c a l l s , t h e 

c a l l e r s r e s p o n d e d n e g a t i v e l y . The c r i s i s l i n e s ' e f f o r t s t o 

manage t h e i r c a l l s came a c r o s s l i k e p r e v i o u s n e g a t i v e s 

e x p e r i e n c e s w i t h h e l p i n g s e r v i c e s , t h e i r f a m i l i e s and t h e i r 

i n t i m a t e r e l a t i o n s h i p s . They r e p o r t e d f e e l i n g abused and 

m i s t r e a t e d . 

A d d i t i o n a l l y , t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d 

t h e c r i s i s l i n e s as t h e i r o n l y c o n s i s t e n t t h e r a p e u t i c c o n t a c t . 

The c r i s i s l i n e w o r k e r s , d e t e c t i n g t h e change i n t h e t e l e p h o n e 

r e l a t i o n s h i p t o w a r d t h e r a p y , moved t o r e e s t a b l i s h t h e o r i g i n a l 

c r i s i s i n t e r v e n t i o n r e l a t i o n s h i p . These c a l l e r s a g a i n r e p o r t e d 

t h e y r e s p o n d e d n e g a t i v e l y t o t h e c r i s i s l i n e s e f f o r t s . T h i s 

appeared t o them as a n o t h e r abuse o r b e t r a y a l o f y e t a n o t h e r 

t h e r a p e u t i c r e l a t i o n s h i p . 

C o m p l a i n t s 

C l e a r l y f o r t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s , t h e i r 

g r e a t e r and more d i v e r s e r e p o r t i n g o f c o m p l a i n t s about c r i s i s 

l i n e s e r v i c e r e l a t e t o t h e i r g r e a t e r t e l e p h o n i n g f r e q u e n c y . W i t h 

g r e a t e r c o n t a c t , t h e c r i s i s l i n e s a r e more l i k e l y t o c a l l manage. 

However, a l s o c o n t r i b u t i n g t o t h e s e c o m p l a i n t s c o u l d be t h e 
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r e p o r t e d t e n d e n c y o f t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s t o have 

had more f r e q u e n t and more i n t e n s e n e g a t i v e e x p e r i e n c e s w i t h 

t h e r a p y , c o u n s e l l i n g and o t h e r t r e a t m e n t . They c o u l d have from 

t h i s p r i o r e x p e r i e n c e w i t h t h e h e l p i n g p r o f e s s i o n a l s a g r e a t e r 

awareness o f and s e n s i t i v i t y t o i n a p p r o p r i a t e and u n p r o f e s s i o n a l 

h e l p i n g b e h a v i o u r s t o w a r d them. 

C a l l Management 

C o n t r a d i c t i o n s . C a l l e r s p o i n t e d o u t t h e c o n t r a d i c t i o n s i n 

c r i s i s l i n e s e r v i c e . When c a l l e r s f i r s t s t a r t e d c a l l i n g t h e 

c r i s i s l i n e s i n d i s t r e s s , t h e y s t a t e d t h e y were encouraged t o 

v e n t o u t t h e i r f e e l i n g s and e x p r e s s t h e i r c o n c e r n s r a t h e r t h a n 

keep them i n s i d e . However, when t h e y began t o t e l e p h o n e t o o 

f r e q u e n t l y , t h e y s a i d t h e y were p l a c e d on t i m e l i m i t s . The 

t e l e p h o n e w o r k e r s a l s o s t a r t e d t o f o c u s and t o d i r e c t t h e i r c a l l s 

t o move t h e c a l l e r s a l o n g and keep them from "wandering." 

C a l l e r s mentioned, even i f t h e y t e l e p h o n e d i s t r e s s e d , t h e y were 

n o t g i v e n t h e o p p o r t u n i t y t o v e n t c o m p l e t e l y t h e i r f e e l i n g s and 

co n c e r n s b e f o r e t h e c a l l i s ended. T h e r e f o r e , t h e y s a i d t h e y 

l e f t t h e c a l l s t i l l h i g h w i t h u n e x p r e s s e d emotions and problems. 

They s t a t e d a c o n t r a d i c t i o n e x i s t e d between c r i s i s l i n e p e r s o n n e l 

e n c o u r a g i n g them t o t a l k and v e n t and t h e l a t e r c a l l r e s t r i c t i o n s 

when t h e y t e l e p h o n e d t o o o f t e n t o do j u s t t h a t . 

A p p l i c a t i o n . From what t h e c a l l e r s have s a i d about t h e 

c r i s i s l i n e s ' a t t e m p t s t o manage t h e i r c a l l s , c r i s i s l i n e s appear 

t o c a l l manage u n i f o r m l y once t h e c a l l e r has r e a c h e d a p a r t i c u l a r 

t e l e p h o n i n g f r e q u e n c y t o a s p e c i f i c phone l i n e . The c a l l e r s 
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showed t h e y a r e f u l l y aware o f t h e changes i n s e r v i c e t o them. 

They s t a t e d t h e changes o f t e n i g n o r e t h e i r i n d i v i d u a l u n i q u e n e s s 

and s p e c i f i c needs f o r a p a r t i c u l a r c a l l . They r e m a i n h i g h l y 

r e s i s t a n t t o any changes t h a t do n o t i n v o l v e them i n t h e d e c i s i o n 

p r o c e s s , as d i s p l a y e d b y t h e i r c o n t i n u e d p h o n i n g and i n c r e a s e d 

f r u s t r a t i o n w i t h t h e c r i s i s l i n e s ' s e r v i c e . 
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I m p l i c a t i o n s and C o n c l u s i o n 

The d i s c o v e r e d c h r o n i c c a l l e r c h a r a c t e r i s t i c s , and t h e 

a s s o c i a t i o n s between them, p r o v i d e new i n f o r m a t i o n f o r t h e 

o p e r a t i o n o f t e l e p h o n e c r i s i s i n t e r v e n t i o n s e r v i c e s . C h r o n i c 

c a l l e r management i s a dynamic event between t h e c r i s i s l i n e s and 

t h e c h r o n i c c a l l e r s . The f i n d i n g s encourage a r e e x a m i n a t i o n o f 

b o t h c h r o n i c c a l l e r s ' and t h e c r i s i s l i n e s ' c o n t r i b u t i o n t o t h e 

o n g o i n g t e l e p h o n e c o n t a c t t o u n d e r s t a n d b e t t e r t h i s p r o c e s s . 

T h e r e f o r e , t h e i m p l i c a t i o n s o f t h e r e s u l t s f o r t h e i d e n t i f i c a t i o n 

o f c h r o n i c c a l l e r s , t h e t e l e p h o n e c a l l dynamics, and t h e 

management o f t h e i r c a l l s w i l l be d i s c u s s e d . A p o s s i b l e 

a p p l i c a t i o n o f some c h a r a c t e r i s t i c s t o c h r o n i c c a l l e r 

i d e n t i f i c a t i o n w i l l be p r o v i d e d . A l s o , recommendations w i l l be 

p r o v i d e d t o enhance c r i s i s l i n e s e r v i c e w i t h r e g a r d t o c h r o n i c 

c a l l e r s . 

C h r o n i c C a l l e r I d e n t i f i c a t i o n 

P r e v i o u s D e f i n i t i o n 

Most c r i s i s l i n e a d m i n i s t r a t i o n s use a l i s t o f c r i t e r i a t o 

i d e n t i f y c h r o n i c c a l l e r s . Commonly, e i g h t c r i t e r i a a r e u s e d i n 

t h e i d e n t i f i c a t i o n o f c h r o n i c c a l l e r s . The i d e n t i f i c a t i o n o f a 

c h r o n i c c a l l e r u s u a l l y r e q u i r e s a c o m b i n a t i o n o f t h e s e f a c t o r s : 

(1) f r e q u e n c y o f c o n t a c t ; (2) d u r a t i o n o f o n g o i n g c o n t a c t ; (3) an 

absence o f c r i s i s o r emergency; (4) an u n c l e a r p r e c i p i t a t i n g 

e vent o r s t r e s s o r f o r t h e c a l l ; (5) t h e c a l l e r r a r e l y engages i n 

immediate a c t i o n o r d e c i s i o n making; (6) t h e p e r s o n i s 

u n r e c e p t i v e and r e l u c t a n t t o a c c e p t i n t e r v e n t i o n s and d e v e l o p 
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a c t i o n p l a n s ; t h e r e f o r e , a s s i s t a n c e u s u a l l y i s "yes, b u t . . . " and 

r e j e c t e d ; (7) t h e c a l l e r o f t e n t e l e p h o n e s f o r s o c i a l s u p p o r t and 

c o n t a c t ; and (8) t h e c a l l e r i s o f t e n d i f f i c u l t t o t e r m i n a t e 

(Chimo P e r s o n a l D i s t r e s s I n t e r v e n t i o n S e r v i c e s i n Richmond, 1993; 

L a n g l e y F a m i l y S e r v i c e s A s s o c i a t i o n , 1993). W i t h r e g a r d t o t h e 

c u r r e n t s t u d y , t h e s e c r i t e r i a a r e r e v i e w e d . 

1. F r e q u e n c y o f c o n t a c t , r a n g i n g anywhere f r o m once weekly, 

t o t h r e e t i m e s d a i l y , t o t h r e e t i m e s p e r s h i f t . T h i s c r i t e r i o n 

i s s u p p o r t e d b y t h e r e s e a r c h . The c a l l e r s i n t e r v i e w e d r e p o r t e d 

t e l e p h o n i n g f r o m once/week t o f o u r c a l l s / d a y . However, as 

p r e v i o u s r e s e a r c h has s t a t e d , f r e q u e n c y o f t e l e p h o n i n g a l o n e i s a 

l i m i t e d c r i t e r i o n t o i d e n t i f y a c h r o n i c c a l l e r (Johnson & B a r r y , 

1978). C h r o n i c c a l l e r s may t e l e p h o n e j u s t as f r e q u e n t l y as 

c r i s i s c a l l e r s . What becomes e s s e n t i a l t o t h e i d e n t i f i c a t i o n o f 

c h r o n i c c a l l e r s a r e a d d i t i o n a l c r i t e r i a . 

2. D u r a t i o n o f o n g o i n g c o n t a c t , u s u a l l y o v e r s e v e r a l months. 

T h i s c r i t e r i o n i s s u p p o r t e d b y t h e c u r r e n t r e s e a r c h . The c a l l e r s 

i n t e r v i e w e d r e p o r t e d t e l e p h o n i n g c r i s i s l i n e s f r o m 6 months t o 

o v e r 13 y e a r s . However, whether t h i s i s c h r o n i c o r c r i s i s 

c a l l i n g r e m a i n s u n c l e a r . 

The r e s e a r c h l i t e r a t u r e on c r i s i s i n t e r v e n t i o n and t h e o r y 

emphasizes t h e r e e x i s t l i m i t s t o t h e d u r a t i o n o f a c r i s i s 

(Auerbach & K i l m a n , 1977; Rosenbaum & Calhoun, 1977; S l a i k e u , 

1990). The i n i t i a l d i s e q u i l i b r i u m e x p e r i e n c e d f r o m a c r i s i s 

e vent u s u a l l y i s e l i m i n a t e d and e q u i l i b r i u m r e s t o r e d w i t h i n f o u r 

t o s i x weeks. However, t h i s l i t e r a t u r e shows t h a t t h e e f f e c t s o f 
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a c r i s i s may c o n t i n u e and t a k e up t o a y e a r t o r e s o l v e . 

I f c a l l e r s t e l e p h o n e f r e q u e n t l y o v e r a f o u r t o six- w e e k 

p e r i o d , t h i s c o n t a c t may be t h e r e s u l t o f c r i s e s . C o n t i n u e d 

t e l e p h o n i n g beyond t h i s p e r i o d s t i l l may be an a t t e m p t t o r e s o l v e 

t h e c r i s i s e v e n t . These c a l l e r s c o u l d be i d e n t i f i e d as " c h r o n i c " 

c a l l e r s a l t h o u g h t h e y a r e s t i l l w o r k i n g t o r e s o l v e t h e e f f e c t s o f 

t h e c r i s e s . T h e r e f o r e , e s p e c i a l l y i f f r e q u e n t t e l e p h o n i n g o n l y 

o v e r s e v e r a l months i s c o n s i d e r e d , d u r a t i o n o f o n g o i n g c o n t a c t i s 

a l i m i t e d c r i t e r i o n t o i d e n t i f y c h r o n i c c a l l e r s . However, i f 

t e l e p h o n i n g c o n t i n u e s beyond s e v e r a l months i n t o a y e a r o r more, 

t h e c a l l e r s ' s u c c e s s f u l r e s o l u t i o n o f t h e c r i s i s w o u l d grow 

s u s p e c t . A f t e r a y e a r o r more, t h e p r o b l e m ( s ) , even i f c r i s i s i n 

o r i g i n , d e f i n i t e l y w o u l d appear c h r o n i c i n d u r a t i o n . 

3. There i s an absence o f a c r i s i s o r emergency. 

4. The ev e n t o r s t r e s s o r p r e c i p i t a t i n g t h e c a l l i s u n c l e a r . 

These c r i t e r i a g e n e r a l l y a r e s u p p o r t e d by t h e s t u d y . The c a l l e r s 

i n d i c a t e d t h e y a t t i m e s t e l e p h o n e d c r i s i s l i n e s i n c r i s i s as t h e 

r e s u l t o f some event o r s t r e s s o r . However, t h e y most o f t e n 

r e p o r t e d t h e y t e l e p h o n e d w a n t i n g s o c i a l c o n t a c t o r d i s t r e s s e d 

w i t h an o n g o i n g problem. 

Telephone w o r k e r s , o p e r a t i n g from a c r i s i s i n t e r v e n t i o n 

model, w o u l d be e x p e c t i n g a c r i s i s c a l l p r e c i p i t a t e d b y some 

eve n t . Though t h e c h r o n i c c a l l e r may be t e l e p h o n i n g d i s t r e s s e d 

by some o n g o i n g c o n c e r n , t h e u s u a l i n d i c a t o r s o f a c r i s i s w o u l d 

be a b s e n t (Rosenbaum & Calhoun, 1977; S l a i k e u , 1990). The 

c h r o n i c c a l l e r s ' problems p o s s i b l y c o u l d be t h e r e s i d u a l e f f e c t s 
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o f p a s t c r i s e s (Auerbach & K i l m a n , 1977; S l a i k e u , 1990). 

However, a more l i k e l y f a c t o r w o u l d be t h e p a s t e x p e r i e n c e o f t h e 

c a l l e r s . 

A l l s u b j e c t s r e p o r t e d e x c e p t i o n a l l y n e g l e c t f u l and a b u s i v e 

f a m i l y backgrounds. A l l a l s o r e p o r t e d p r o l o n g e d p h y s i c a l , m e n t a l 

and/or e m o t i o n a l h e a l t h c o n c e r n s l a s t i n g s e v e r a l y e a r s . W i t h 

t h i s p e r s o n a l and f a m i l y background, a l l t h e c a l l e r s r e p o r t e d 

p r e v i o u s c o u n s e l l i n g , t h e r a p y , o r o t h e r t r e a t m e n t f o r t h e i r 

p r o blems. A l l t h e c a l l e r s c l e a r l y s t a t e d , and p r o v i d e d 

a d d i t i o n a l i n f o r m a t i o n t o s u p p o r t , t h e f a c t t h a t t h e problems 

t h e y t e l e p h o n e d t h e c r i s i s l i n e s w i t h were o n g o i n g and 

h i s t o r i c a l . T h e r e f o r e , t e l e p h o n e w o r k e r s w o u l d f i n d i t d i f f i c u l t 

t o i d e n t i f y e i t h e r a c r i s i s o r i t s p r e c i p i t a t i n g e v e n t from a 

c h r o n i c c a l l e r ' s problem. 

5. Immediate a c t i o n o r d e c i s i o n making by t h e c a l l e r r a r e l y 

o c c u r s . T h i s c r i t e r i o n i s s u p p o r t e d b y t h e s t u d y . Because t h e 

c a l l e r s r a r e l y r e p o r t e d t e l e p h o n i n g i n c r i s i s , t h e u s u a l 

m o t i v a t i o n s o f a c r i s i s - p e r s o n a l d i s e q u i l i b r i u m and t e n s i o n , 

and t h e s t r i v i n g t o f i n d new r e s o u r c e s t o cope - a r e m i s s i n g 

(Rosenbaum & Calhoun, 1977; S l a i k e u , 1990). The c r i s i s 

m o t i v a t i o n t o immediate a c t i o n and d e c i s i o n making does n o t e x i s t 

f o r t h e c h r o n i c c a l l e r . 

B e s i d e s s o c i a l c o n t a c t , t h e s u b j e c t s r e p o r t e d t h e y o f t e n 

t e l e p h o n e d t o work on o n g o i n g problems. A g a i n , t h e i r r e p o r t e d 

p e r s o n a l and f a m i l y h i s t o r y w o u l d be a s i g n i f i c a n t f a c t o r h e r e . 

The c a l l e r s showed t h e y have l i v e d w i t h t h e i r c o n c e r n s f o r many 
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y e a r s and a d a p t e d (or maladapted) t o t h e c h a l l e n g e s i n i t i a t e d by 

t h e i r l i f e e x p e r i e n c e s . A l s o , seven o f t h e c a l l e r s i n d i c a t e d a 

s u b s t a n t i a l h i s t o r y o f t h e r a p y o r o t h e r t r e a t m e n t l a s t i n g many 

y e a r s . The c a l l e r s p r o b a b l y a r e n o t e x p e c t i n g o r have 

e x p e r i e n c e d q u i c k change i n t h e i r p r oblems. W i t h o u t t h e 

m o t i v a t i o n o f a c r i s i s , t h e c a l l e r s c o u l d be assumed u n l i k e l y t o 

engage i n immediate a c t i o n o r d e c i s i o n making. 

6. The p e r s o n i s u n r e c e p t i v e and r e l u c t a n t t o a c c e p t 

i n t e r v e n t i o n s , encouragement, o r d e v e l o p a c t i o n p l a n s ; t h e r e f o r e , 

a s s i s t a n c e u s u a l l y i s "yes, b u t . . . " and r e j e c t e d . T h i s c r i t e r i o n 

i s p a r t i a l l y s u p p o r t e d by t h e c u r r e n t r e s e a r c h . As t h e c h r o n i c 

c a l l e r s ' t e l e p h o n i n g f r e q u e n c y d e c r e a s e s , c a l l e r s u p p o r t f o r t h i s 

c r i t e r i o n a l s o d e c r e a s e s . 

The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s p r o v i d e d t h e 

i n f o r m a t i o n t h a t s u p p o r t e d t h i s c r i t e r i o n . They s a i d t h e y most 

o f t e n t e l e p h o n e d c r i s i s l i n e s as a t h e r a p e u t i c r e s o u r c e t o o b t a i n 

o n g o i n g a s s i s t a n c e w i t h h i s t o r i c a l and u n r e s o l v e d l i f e i s s u e s . 

They s t a t e d t h e y o f t e n r e c e i v e d i n c o n s i s t e n t and i n a p p r o p r i a t e 

t h e r a p y i n t h e p a s t and l o o k e d t o t h e c r i s i s l i n e s as a 

t h e r a p e u t i c r e p l a c e m e n t . The c r i s i s l i n e w o r k e r s 1 u s u a l 

r e s o u r c e s , r e f e r r a l s , new p e r s p e c t i v e s and a c t i o n p l a n s , 

e f f e c t i v e f o r o t h e r s , p r o v e d t o be l e s s h e l p f u l t o them because 

t h e y were l o o k i n g f o r t h e r a p y , n o t j u s t i n t e r v e n t i o n s , f o r t h e i r 

p r o blems. A s s i s t a n c e s h o r t o f t h e t h e r a p e u t i c h e l p t h e y 

i n d i c a t e d t h e y wanted was o f t e n r e j e c t e d . 

The l o w e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d t h e y c u r r e n t l y 
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were i n v o l v e d i n t h e r a p y o r c o u n s e l l i n g . They s t a t e d t h e y 

r e c i e v e d e f f e c t i v e and c o n s i s t e n t t h e r a p e u t i c a s s i s t a n c e from 

t h e i r h e l p i n g r e s o u r c e s . As a r e s u l t , t h e l o w e r f r e q u e n c y 

c h r o n i c c a l l e r s i n d i c a t e d t h e y most o f t e n c o n t a c t e d c r i s i s l i n e s 

w a n t i n g p r a c t i c a l s u p p o r t and a c t i o n s t o t h e i r p r o b l e m s . L o o k i n g 

more f o r d a y - t o - d a y a s s i s t a n c e and s u p p o r t , t h e y r e p o r t e d 

r e c e i v i n g and b e n e f i t t i n g f r om t h e new r e s o u r c e s , r e f e r r a l s , 

p e r s p e c t i v e s and a c t i o n p l a n s t o t h e i r c o n c e r n s . They c l e a r l y 

showed t h e y were r e c e p t i v e t o i n t e r v e n t i o n s . F u r t h e r , t h e c r i s i s 

l i n e i n t e r v e n t i o n s o f v e n t i n g , empathy, r e f e r r a l i n f o r m a t i o n , new 

p e r s p e c t i v e s and a c t i o n p l a n s a p p a r e n t l y f u l f i l l e d t h e needs o f 

t h e s e c a l l e r s . T h e r e f o r e , t h e i n t e r v i e w d a t a p r o v i d e d b y l o w e r 

f r e q u e n c y c h r o n i c c a l l e r s d i d n o t s u p p o r t t h i s c r i t e r i o n . 

7. O f t e n t h e p e r s o n c a l l s f o r s o c i a l s u p p o r t and t o meet h i s 

o r h e r need f o r c o n t a c t . The s u b j e c t s g e n e r a l l y p r o v i d e d 

i n f o r m a t i o n t h a t s u p p o r t e d t h i s c r i t e r i o n . The f r e q u e n c y o f 

c o n t a c t f o r s o c i a l s u p p o r t and c o n t a c t c l e a r l y v a r i e d f r o m c a l l e r 

t o c a l l e r . A t a minimum, a l l c a l l e r s r e p o r t e d t h e y d i d t e l e p h o n e 

a t sometime and t o some degree f o r c o n t a c t and s o c i a l s u p p o r t . 

However, t o s t a t e a l l c h r o n i c c a l l e r s t e l e p h o n e d often f o r 

c o n t a c t and s o c i a l s u p p o r t was n o t s u p p o r t e d b y t h e i n t e r v i e w 

d a t a . 

8. The c a l l e r i s v e r y d i f f i c u l t t o t e r m i n a t e . No i n t e r v i e w 

d a t a r e f e r r e d t o t h i s c r i t e r i o n . The p r i n c i p a l i n v e s t i g a t o r d i d 

n o t a s k any s p e c i f i c q u e s t i o n s on how t h e c a l l e r s p e r c e i v e d 

t h e i r c a l l s ended. S i x s u b j e c t s d i d r e p o r t how c r i s i s l i n e 
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p e r s o n n e l - t e r m i n a t e d t h e i r c a l l s w i t h c a l l r e s t r i c t i o n s . 

However, whether t h e c r i s i s l i n e w o r k e r s f o u n d c a l l r e s t r i c t i o n s 

n e c e s s a r y because t h e c h r o n i c c a l l e r s were d i f f i c u l t t o 

t e r m i n a t e , o r t e l e p h o n i n g t o o o f t e n , o r w a n d e r i n g t o o much i n t h e 

c a l l s , o r some o t h e r r e a s o n was n o t d i s c u s s e d b y t h e s u b j e c t s . 

The c u r r e n t s t u d y s u p p o r t e d and c l a r i f i e d s e v e n o f t h e e i g h t 

g e n e r a l c r i t e r i a u s e d t o i d e n t i f y c h r o n i c c a l l e r s t o t e l e p h o n e 

c r i s i s c e n t r e s . However, as p r e v i o u s r e s e a r c h and t h i s s t u d y 

d emonstrate, i n d i v i d u a l c r i t e r i a a r e i n s u f f i c i e n t and l i m i t e d i n 

p o s i t i v e l y i d e n t i f y i n g c h r o n i c c a l l e r s . The more c h a r a c t e r i s t i c s 

u s e d t o d e t e r m i n e c h r o n i c c a l l e r s , t h e more c o n f i d e n t l y c h r o n i c 

c a l l e r s c a n be i d e n t i f i e d . 

The New C r i t e r i a and T h e i r A p p l i c a t i o n 

The a d d i t i o n a l c h r o n i c c a l l e r c h a r a c t e r i s t i c s d i s c o v e r e d c a n 

be u s e d t o improve t h e c o n f i d e n c e b y w h i c h c r i s i s l i n e p e r s o n n e l 

i d e n t i f y c h r o n i c c a l l e r s . D u r i n g a d i s t r e s s c a l l , t e l e p h o n e 

w o r k e r s e a s i l y c o u l d o b t a i n c a l l e r b a ckground i n f o r m a t i o n h e l p f u l 

i n c h r o n i c c a l l e r i d e n t i f i c a t i o n even from t h e i n d i v i d u a l ' s f i r s t 

c a l l . The i n f o r m a t i o n f rom f u r t h e r c a l l s t h e n c o u l d be u s e d t o 

s u p p o r t t h e c h r o n i c c a l l e r i d e n t i f i c a t i o n o r t o r e a f f i r m t h e 

i n d i v i d u a l as a n o n - c h r o n i c c a l l e r . 

I n d i v i d u a l s t e l e p h o n i n g f o r s o c i a l c o n t a c t and c h i t - c h a t 

e a s i l y c a n be i d e n t i f i e d as n o n - c r i s i s c a l l e r s . Whether o r n o t 

t h e s e p e o p l e a r e c h r o n i c c a l l e r s s h o u l d n o t be an i s s u e . 

Insomuch t h e s e i n d i v i d u a l s a r e t e l e p h o n i n g a c r i s i s l i n e , t h e i r 

c a l l s p r o b a b l y a r e b e s t ended a f t e r a few m i n u t e s o f s o c i a l 
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c o n v e r s a t i o n t o open t h e t e l e p h o n e l i n e s f o r c r i s i s c a l l e r s . 

When i n d i v i d u a l s t e l e p h o n e i n d i s t r e s s , n o t c r i s i s , c r i s i s 

l i n e w o r k e r s h e l p i n d i v i d u a l s who do n o t c l e a r l y f i t i n t o t h e 

c r i s i s i n t e r v e n t i o n model. Whether t h e s e c a l l e r s a r e p o t e n t i a l 

c h r o n i c c a l l e r s becomes a c o n c e r n . These c a l l e r s a l r e a d y do n o t 

f i t c l e a r l y i n t o t h e c r i s i s i n t e r v e n t i o n model and t h e p o t e n t i a l 

f o r o n g o i n g t e l e p h o n e c o n t a c t and c h a l l e n g i n g c a l l dynamics may 

e x i s t . 

Some d i s c o v e r e d c h a r a c t e r i s t i c s c a n be u s e d t o i d e n t i f y 

c h r o n i c c a l l e r s even from a f i r s t c a l l . The a p p l i c a t i o n o f t h e s e 

c r i t e r i a i s d i s c u s s e d below. 

The F i r s t Telephone C a l l : O b t a i n i n g a H e l p i n g H i s t o r y . When 

s p e a k i n g w i t h f i r s t t i m e c a l l e r s , t a k i n g a t h e r a p e u t i c o r h e l p i n g 

h i s t o r y w o u l d be a p p r o p r i a t e , i f n o t e s s e n t i a l , t o u n d e r s t a n d i n g 

t h e c a l l e r s 1 p r o b l e m s . W h i l e i n v e s t i g a t i n g t h e d i m e n s i o n s o f t h e 

c a l l e r s ' c o n c e r n s , t e l e p h o n e w o r k e r s w o u l d need t o o b t a i n a 

h i s t o r y o f what r e s o u r c e s t h e c a l l e r s have u s e d i n t h e p a s t , eg., 

c o u n s e l l i n g , t h e r a p y , m e n t a l h e a l t h , o t h e r community s e r v i c e s , 

and what h e l p i n g r e s o u r c e s t h e c a l l e r s a r e c u r r e n t l y u s i n g . 

A l s o , t h e c r i s i s l i n e w o r k e r s w o u l d b e s t a s k what t h e c a l l e r s ' 

e x p e r i e n c e s were l i k e w i t h t h o s e h e l p i n g r e s o u r c e s . 

1. P r e v i o u s o r c u r r e n t c o u n s e l l i n g , t h e r a p y o r o t h e r 

t r e a t m e n t . 

2. M e n t a l h e a l t h c o n t a c t . 

3. More y e a r s w i t h h e l p i n g s e r v i c e s t h a n c r i s i s l i n e s . 

An a f f i r m a t i v e r e s p o n s e t o p r e v i o u s m e n t a l h e a l t h c o n t a c t 
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and/or any p r e v i o u s c o u n s e l l i n g , t h e r a p y o r t r e a t m e n t w o u l d be a 

p o s i t i v e i n d i c a t o r o f a p o t e n t i a l c h r o n i c c a l l e r . A l l r e s e a r c h 

s u b j e c t s r e p o r t e d p r i o r m e n t a l h e a l t h c o n t a c t and p r e v i o u s 

i n v o l v e m e n t i n c o u n s e l l i n g , t h e r a p y o r t r e a t m e n t . A l s o , a l l t h e 

i n t e r v i e w e d c a l l e r s r e p o r t e d more t i m e w i t h h e l p i n g r e s o u r c e s 

o t h e r t h a n c r i s i s l i n e s . T h e r e f o r e , t h o s e f i r s t t i m e c a l l e r s 

w i t h a h e l p i n g r e s o u r c e h i s t o r y and s a y i n g t h e c a l l i s t h e i r 

f i r s t e v e r c o n t a c t w i t h a c r i s i s l i n e w o u l d be showing a n o t h e r 

c h r o n i c c a l l e r c h a r a c t e r i s t i c . 

4. N e g a t i v e t h e r a p e u t i c h i s t o r y v e r s u s m o s t l y p o s i t i v e 

t h e r a p e u t i c h i s t o r y . 

5. C r i s i s l i n e dependent v e r s u s many more h e l p i n g r e s o u r c e s . 

The t h e r a p e u t i c h i s t o r y o b t a i n e d f rom an i n d i v i d u a l 1 s f i r s t 

c a l l w o u l d be b e n e f i c i a l i n i d e n t i f y i n g t h e i n d i v i d u a l 1 s 

t e l e p h o n i n g f r e q u e n c y and p o t e n t i a l u se o f c r i s i s l i n e s . The 

c r i s i s l i n e c a l l e r s t h a t mentioned a m o s t l y p o s i t i v e t h e r a p e u t i c 

h i s t o r y and c u r r e n t c o n t a c t w i t h o t h e r h e l p i n g s e r v i c e s w o u l d be 

showing a p o t e n t i a l f o r l o w e r f r e q u e n c y t e l e p h o n e c o n t a c t . A l s o , 

t h e s e c a l l e r s p o t e n t i a l l y w o u l d be u s i n g c r i s i s l i n e s f o r o n l y 

p r a c t i c a l i n t e r v e n t i o n s , l i k e d e v e l o p i n g a c t i o n p l a n s and 

o b t a i n i n g new r e s o u r c e s . Those c r i s i s l i n e c a l l e r s t h a t s h a r e d a 

n e g a t i v e t h e r a p e u t i c h i s t o r y and no c u r r e n t i n v o l v e m e n t i n o t h e r 

h e l p i n g r e s o u r c e s w o u l d be showing a p o t e n t i a l f o r h i g h e r 

f r e q u e n c y t e l e p h o n i n g . A l s o , w i t h c r i s i s l i n e s as t h e i r o n l y 

h e l p i n g r e s o u r c e , t h e s e c a l l e r s p o t e n t i a l l y w o u l d be u s i n g c r i s i s 

l i n e s as a t h e r a p e u t i c r e s o u r c e r a t h e r t h a n f o r p r a c t i c a l 
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i n t e r v e n t i o n s . 

The F i r s t Telephone C a l l : E x p l o r i n g t h e C a l l e r ' s S u p p o r t 

System. Telephone w o r k e r s a l s o c o u l d a p p r o p r i a t e l y a s k about a 

c a l l e r ' s s u p p o r t system on a f i r s t c a l l . The s i z e and s t r e n g t h 

o f t h e s u p p o r t network t h e c a l l e r s c a n engage and use c o u l d be 

b e n e f i c i a l t o t h e r e s o l u t i o n o f t h e c a l l e r s ' p r o b l e m s . I n a s k i n g 

about t h e c a l l e r s ' s u p p o r t network, t e l e p h o n e w o r k e r s w o u l d need 

t o a s k about t h e i r f r i e n d s , f a m i l y and s p e c i a l o t h e r s t h a t t h e 

c a l l e r s ' have a v a i l a b l e f o r s u p p o r t . 

6. D e f i n i t e l y f r i e n d s . 

7. L i t t l e f a m i l y c o n t a c t . 

8. Few w i t h s p e c i a l o t h e r s . 

9. L i m i t e d a b i l i t y t o engage and use s u p p o r t systems. 

C a l l e r s t h a t r e p o r t e d some f r i e n d s , no c u r r e n t s i g n i f i c a n t 

r e l a t i o n s h i p s , and l i t t l e f a m i l y c o n t a c t w o u l d be showing 

p o s i t i v e i n d i c a t o r s o f a p o t e n t i a l c h r o n i c c a l l e r . A l s o , t h o s e 

c a l l e r s r e p o r t i n g d i f f i c u l t y i n t a l k i n g i n t i m a t e l y about 

t h e m s e l v e s , few p e o p l e t h e y f e l t c l o s e t o , and d i s t a n c e o r non­

e x i s t e n t r e l a t i o n s h i p s w i t h t h e i r f a m i l y w o u l d be d i s p l a y i n g a 

l i m i t e d a b i l i t y t o engage and use t h e i r s u p p o r t network. T h i s 

l i m i t e d a b i l i t y f o r t h e c a l l e r s t o use t h e i r s u p p o r t network a l s o 

w ould s u p p o r t t h e i d e n t i f i c a t i o n o f a c h r o n i c c a l l e r . However, 

because o n l y s i x s u b j e c t s a t t h e most r e v e a l e d any one 

c h a r a c t e r i s t i c , two o r more o f t h e s e p a r t i c u l a r c h a r a c t e r i s t i c s 

i n c o m b i n a t i o n w o u l d i n c r e a s e t h e c o n f i d e n c e o f c h r o n i c c a l l e r 

i d e n t i f i c a t i o n . 
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F u r t h e r Telephone C a l l s . The r e m a i n i n g c h a r a c t e r i s t i c s 

d i s c o v e r e d i n t h i s s t u d y w o u l d be d i f f i c u l t t o use t o i d e n t i f y a 

c h r o n i c c a l l e r f r o m a f i r s t t i m e c a l l . Depending on t h e c a l l e r s ' 

c o n c e r n s , t h e t e l e p h o n e w o r k e r s w o u l d be i n a p o s i t i o n o f a s k i n g 

i n a p p r o p r i a t e q u e s t i o n s t o g a t h e r a d d i t i o n a l i n f o r m a t i o n t o 

i d e n t i f y c h r o n i c c a l l e r s f r o m t h e r e m a i n i n g c h a r a c t e r i s t i c s . 

C r i s i s l i n e p e r s o n n e l w o u l d need t o r e l y on f u r t h e r c a l l s t o 

o b t a i n a d d i t i o n a l c a l l e r i n f o r m a t i o n t o i d e n t i f y more c o n f i d e n t l y 

c h r o n i c c a l l e r s . U n f o r t u n a t e l y , w i t h f u r t h e r c a l l s , t h e c h r o n i c 

c a l l e r p a t t e r n o f f r e q u e n t c a l l s o v e r e v e r i n c r e a s i n g days and 

months may be s e t . C r i s i s l i n e p e r s o n n e l w o u l d b e s t i n i t i a t e 

management s t r a t e g i e s e a r l i e r t h a n l a t e r . 

A C o n t i n u e d C y c l e o f T e l e p h o n i n g 

Most c a l l e r s m e n tioned n e g a t i v e e x p e r i e n c e s w i t h t e l e p h o n e 

c r i s i s c e n t r e s t h r o u g h t i m e l i m i t s and f o c u s i n g t e c h n i q u e s u s e d 

t o keep t h e c a l l moving and s h o r t . Some even m e n t i o n e d o u t r i g h t 

abuse by i n a p p r o p r i a t e t e l e p h o n e w o r k e r s and s u p e r v i s o r s . These 

n e g a t i v e e x p e r i e n c e s w i t h c r i s i s l i n e s most o f t e n were mentioned 

by t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s . 

Y e t a l l c a l l e r s r e l a y e d t h e b e n e f i t s and s t r e n g t h s o f 

t e l e p h o n i n g c r i s i s l i n e s : t h e c o n t a c t , t h e v a l i d a t i o n and 

acknowledgement, t h e s u p p o r t and u n d e r s t a n d i n g , t h e new o p t i o n s 

and p e r s p e c t i v e s , t h e r e s o u r c e s , r e f e r r a l s and i n f o r m a t i o n . 

A g a i n , t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s o f t e n gave some o f 

t h e most g l o w i n g a p p r a i s a l s o f c r i s i s l i n e s . 

W i t h a l l t h e d i s c l o s e d m i s t r e a t m e n t b y c r i s i s l i n e s , one 



155 

c o u l d a s k (as some c e n t r e s and t e l e p h o n e w o r k e r s h a v e ) : What 

causes t h e c a l l e r s t o keep phoning? 

P r e v i o u s R e s e a r c h 

Rudestam (1978) s p e c u l a t e d t h a t p e r s i s t e n t c a l l e r s were 

p r o f o u n d l y d e p r e s s e d and s u i c i d a l . The t e l e p h o n e w o r k e r s become 

i n c r e a s i n g l y f r u s t r a t e d because t h e s e c a l l e r s f a i l t o improve 

q u i c k l y . But t h e w o r k e r s s t i l l f e e l o b l i g a t e d t o h e l p . The 

c a l l e r s r e m a i n u n w i l l i n g t o g i v e up one o f t h e few h e l p i n g 

r e s o u r c e s t h e y have n o t t o t a l l y a l i e n a t e d o u t o f h e l p e r 

f r u s t r a t i o n . They keep p h o n i n g because t h e y need t h e c o n t a c t . 

However, t h e c a l l e r s i n t h i s s t u d y d i d n o t r e p o r t p r o f o u n d 

d e p r e s s i o n . O n l y two c a l l e r s d i s c l o s e d c u r r e n t t r e a t m e n t f o r 

m a n i c - d e p r e s s i o n . They s a i d t h e i r i l l n e s s was v e r y w e l l managed, 

and t h e y a p p e a r e d e m o t i o n a l l y l e v e l . F u r t h e r , o n l y two c a l l e r s 

m e ntioned rarely t e l e p h o n i n g c r i s i s l i n e s f e e l i n g s u i c i d a l . One 

was an i d e n t i f i e d m a n i c - d e p r e s s i v e c a l l e r . 

A C y c l e o f Abuse 

The c a l l e r s ' c o n t i n u e d t e l e p h o n i n g i n s p i t e o f t h e i r r e p o r t s 

o f m i s t r e a t m e n t b y c r i s i s l i n e s . A p o s s i b l e answer f o r t h i s 

c o u l d be t h e c a l l e r s a r e t r a p p e d i n a c y c l e o f abuse. The c y c l e 

r e p e a t s t h e p a t t e r n o f abuse and v i c t i m i z a t i o n t h e y i n d i c a t e d 

t h e y e x p e r i e n c e d i n t h e i r l i v e s . 

F o r t h e c a l l e r s , t h e i r f a m i l y , f r i e n d s o r h e l p e r s f r e q u e n t l y 

were t h e o n l y p l a c e s f o r c o n t a c t and some s u p p o r t . The c a l l e r s 

r e p o r t e d t h e i r f a m i l y and f r i e n d s o f t e n w o u l d n e g l e c t o r abuse 

them. P a r t i c u l a r l y , t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s a l s o 
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r e p o r t e d i n c o n s i s t e n t and i n a p p r o p r i a t e t h e r a p e u t i c r e l a t i o n s h i p s 

w i t h h e l p e r s . To m a i n t a i n a t l e a s t some c o n n e c t i o n w i t h o t h e r s , 

t h e c a l l e r s endured t h e abuse. F u r t h e r , because o f t h e i r a b u s i v e 

f a m i l y background, t h e c a l l e r s may f e e l p o w e r l e s s t o g e t s u p p o r t 

and h e l p f r o m anyone e l s e . T h e r e f o r e , i n s p i t e o f t h e c a l l 

r e s t r i c t i o n s imposed b y c r i s i s l i n e s , t h e c a l l e r s c o n t i n u e i n a 

c y c l e where t h e y r e c e i v e some s u p p o r t and c o n t a c t f r o m p e r s o n s 

t h e y p e r c e i v e as a b u s i v e and h u r t f u l . 

T h e r a p e u t i c T r a p 

The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s showed t h a t t h e y u s e d 

t h e c r i s i s l i n e s as a t h e r a p e u t i c r e s o u r c e . W i t h a r e p o r t e d 

h i s t o r y o f i n c o n s i s t e n t and n e g a t i v e t h e r a p e u t i c e x p e r i e n c e s , 

t h e y d i s p l a y e d a r e l u c t a n c e t o engage o t h e r h e l p i n g o r 

t h e r a p e u t i c r e s o u r c e s . However, t h e y a l s o r e p o r t e d t h e most and 

most s e v e r e n e g a t i v e r e s p o n s e s t o how c r i s i s l i n e s t r e a t e d them 

and s t i l l c o n t i n u e d t e l e p h o n i n g a t a h i g h f r e q u e n c y . They appear 

t r a p p e d w i t h one t h e r a p e u t i c r e s o u r c e and c o n t i n u e t e l e p h o n i n g i n 

s p i t e o f t h e m i s t r e a t m e n t t h e y r e p o r t . 

C r i s i s l i n e p e r s o n n e l a r e t r a i n e d t o p r o v i d e c r i s i s 

i n t e r v e n t i o n , n o t t e l e p h o n e t h e r a p y . A l t h o u g h t h e h i g h e r 

f r e q u e n c y c h r o n i c c a l l e r s do f i n d some b e n e f i t i n t h e c r i s i s l i n e 

i n t e r v e n t i o n s o f v e n t i n g , empathy, r e f e r r a l and r e s o u r c e 

i n f o r m a t i o n , a c t i o n p l a n n i n g , e t c . , t h e y a r e l o o k i n g f o r t h e r a p y 

from a r e s o u r c e t h a t cannot p r o v i d e t h e r a p y . C r i s i s l i n e 

p e r s o n n e l do n o t i c e t h e change i n t h e t e l e p h o n e r e l a t i o n s h i p w i t h 

t h e s e c h r o n i c c a l l e r s . The c r i s i s l i n e w o r k e r s t h e n i n i t i a t e 
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c a l l management s t r a t e g i e s t h a t r e s t r u c t u r e t h e t e l e p h o n e 

r e l a t i o n s h i p t o w a r d c r i s i s i n t e r v e n t i o n a g a i n . W i t h o u t o t h e r 

t h e r a p e u t i c o r h e l p i n g r e s o u r c e s , t h e s e c h r o n i c c a l l e r s endure 

t h e i r p e r c e i v e d m i s t r e a t m e n t b y c a l l r e s t r i c t i o n s t o m a i n t a i n t h e 

l i t t l e t h e r a p e u t i c s u p p o r t t h e y r e c e i v e f rom t h e c r i s i s l i n e s . 

A Repeated P a t t e r n o f V i c t i m i z a t i o n 

The c h r o n i c c a l l e r s appear caught i n a d e p e n d e n t - a b u s i v e 

c y c l e w i t h t h e c r i s i s l i n e s . They a r e dependent on c r i s i s l i n e s 

as one o f t h e i r few s o u r c e s f o r s u p p o r t and c o n t a c t . When t h e y 

b e g i n t o o v e r use t h e s e r v i c e and/or show t h e y a r e u s i n g t h e 

c r i s i s l i n e as a t h e r a p e u t i c r e s o u r c e , c r i s i s l i n e p e r s o n n e l 

impose c a l l r e s t r i c t i o n s t o r e duce t h e c a l l e r s t e l e p h o n i n g 

f r e q u e n c y . The t e l e p h o n e w o r k e r s a l s o work t o r e s t r u c t u r e t h e 

t e l e p h o n e r e l a t i o n s h i p away from t h e r a p y . A f t e r w a r d s , when t h e 

c a l l e r s do t e l e p h o n e w i t h c r i s i s c o n c e r n s o r o t h e r d i f f i c u l t i e s , 

t h e y a r e c u t s h o r t and moved a l o n g , t h e i r power removed t o g e t 

t h e h e l p t h e y need. The c a l l e r s t h e n p e r c e i v e a n o t h e r abuse has 

o c c u r r e d much l i k e t h e i r f a m i l y o r t h e r a p e u t i c h i s t o r y . The 

c a l l e r s c o n t i n u e p h o n i n g because t h e c r i s i s l i n e s a r e t h e o n l y 

o n g o i n g s o u r c e o f c o n s i s t e n t h e l p and s u p p o r t a v a i l a b l e t o them. 

F r i e n d l i n e s s i n t h e C a l l e r - W o r k e r R e l a t i o n s h i p 

C h r o n i c c a l l e r s i n t e r p r e t t h e c a l l e r - t e l e p h o n e w o r k e r 

r e l a t i o n s h i p as more t h a n j u s t h e l p i n g . S i x c a l l e r s r e p o r t e d 

t h e i r c o n n e c t i o n and r a p p o r t w i t h c r i s i s l i n e w o r k e r s was l i k e 

f r i e n d s . A d d i t i o n a l l y , a l l t h e c a l l e r s r e p o r t e d some degree o f 

s o c i a l b a n t e r w i t h t e l e p h o n e w o r k e r s , much l i k e what f r i e n d s 
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wo u l d do. From t h e i r i n t e r a c t i o n s w i t h t e l e p h o n e w o r k e r s , t h e 

c a l l e r s w o u l d appear t o have m i s i n t e r p r e t e d t h e w o r k e r s ' 

i n t e r e s t , c o n c e r n and u n d e r s t a n d i n g as f r i e n d s h i p . 

A l t h o u g h f o u r c a l l e r s c l e a r l y s t a t e d t h e y knew t h e i r 

r e l a t i o n s h i p w i t h t h e w o r k e r s was n o t t r u e f r i e n d s h i p , c o n c e r n 

a r i s e s w i t h t h e i n f o r m a t i o n t h a t f i v e c h r o n i c c a l l e r s showed a 

l i m i t e d a b i l i t y t o engage and use t h e i r s u p p o r t n e t w o r k s o f 

f r i e n d s and f a m i l y . Two o t h e r c a l l e r s i n d i c a t e d l i m i t e d a b i l i t y 

t o engage s u p p o r t : one from f a m i l y , and t h e o t h e r f r o m f r i e n d s . 

A d d i t i o n a l l y , s i x c a l l e r s d e m o n s t r a t e d a c h a l l e n g i n g r e l a t i o n s h i p 

h i s t o r y . U s u a l l y l i v i n g a l o n e , t h e s e c a l l e r s d i s c u s s e d p r e v i o u s 

a b u s i v e and n o n - s u p p o r t i v e r e l a t i o n s h i p s . They a l s o r e p o r t e d 

d i f f i c u l t i e s e s t a b l i s h i n g i n t i m a c y and i n t e r d e p e n d e n c y w i t h t h e i r 

p a r t n e r s . O v e r a l l , seven c a l l e r s have c u r r e n t d i f f i c u l t i e s w i t h 

b u i l d i n g and e s t a b l i s h i n g i n t i m a c y and s u p p o r t i n t h e i r 

r e l a t i o n s h i p s . Because t h e y have d i f f i c u l t y w i t h i n t i m a c y and 

l i m i t e d s k i l l s t o d e v e l o p s u p p o r t f rom o t h e r s , t h e c a l l e r s c a n be 

e x p e c t e d t o m i s i n t e r p r e t h e l p i n g b e h a v i o u r s as f r i e n d s h i p . 

Because t h e c h r o n i c c a l l e r s a r e c o n t a c t i n g c r i s i s l i n e s , t h e 

t e l e p h o n e w o r k e r s w o u l d encourage t h e c a l l e r s t o d i s c u s s and 

d i s c l o s e about t h e m s e l v e s . The w o r k e r s t h e n w o u l d r e s p o n d w i t h 

a p p r o p r i a t e l i s t e n i n g , empathy and q u e s t i o n i n g t o h e l p t h e 

c a l l e r s r e s o l v e t h e i r c o n c e r n s . A t no p o i n t w o u l d t h e c a l l e r be 

e x p e c t e d t o r e s p o n d t o t h e wor k e r w i t h any degree o f 

u n d e r s t a n d i n g and i n t e r e s t as i s e x p e c t e d t o be d i s p l a y e d b y t h e 

t e l e p h o n e w o r k e r . An i n t i m a c y and r a p p o r t d e v e l o p between t h e 
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c h r o n i c c a l l e r and t h e work e r t h a t a r e i n one d i r e c t i o n . Though 

t h e c a l l e r p e r c e i v e s t h e r e l a t i o n s h i p l i k e a f r i e n d s h i p , t h e 

" f r i e n d s h i p " i s n o t r e c i p r o c a t e d . 

When t h e c a l l e r s i n t e r p r e t t h e h e l p i n g as f r i e n d l i n e s s , t h e 

t e l e p h o n e w o r k e r s now must d e a l w i t h c a l l e r s t h a t have d e v e l o p e d 

d i f f e r e n t e x p e c t a t i o n s about t h e t e l e p h o n e r e l a t i o n s h i p . The 

e x p e c t a t i o n s o f f r i e n d s h i p c a n o p e r a t e o p e n l y , s u c h as t h e c a l l e r 

r e q u e s t i n g c o f f e e w i t h t h e worker, t o c o v e r t l y when t h e c a l l e r 

becomes u p s e t because t h e w o r k e r r e q u e s t s t o keep a s o c i a l c a l l 

s h o r t a f t e r t h e y have c h a t t e d b e f o r e t o t h e t i m e l i m i t o r o v e r . 

The c a l l e r s 1 p e r c e p t i o n o f f r i e n d s h i p does make t h e h e l p i n g 

r e l a t i o n s h i p more d i f f i c u l t and u n c l e a r . To m a i n t a i n an 

e f f e c t i v e and a p p r o p r i a t e h e l p i n g r e l a t i o n s h i p , t h e c r i s i s l i n e 

w o r k e r s need t o e l i m i n a t e t h e p e r c e p t i o n o f f r i e n d l i n e s s . 

However, w i t h t h e c h r o n i c c a l l e r s r e p o r t e d b a c k g r o u n d o f abuse 

and v i c t i m i z a t i o n , t e l e p h o n e w o r k e r s a r e i n a d i f f i c u l t s i t u a t i o n 

where t h e i r " r e j e c t i o n " o f t h e f r i e n d s h i p c a n be p e r c e i v e d as a 

r e j e c t i o n o f t h e c a l l e r . The c h a l l e n g e e x i s t s t o e s t a b l i s h 

l i m i t s t o t h e h e l p i n g r e l a t i o n s h i p t h a t e l i m i n a t e t h e 

m i s p e r c e p t i o n o f f r i e n d l i n e s s and m a i n t a i n t h e e s t a b l i s h e d 

c o n t a c t and r a p p o r t . 

Working w i t h C h r o n i c C a l l e r s 

C h r o n i c c a l l e r s r e m a i n an o n g o i n g c h a l l e n g e f o r t e l e p h o n e 

c r i s i s c e n t r e s . The c a l l e r s m e n t i o n many p o s i t i v e a t t r i b u t e s 

about t h e c r i s i s l i n e s e r v i c e s : s u p p o r t i v e , f r i e n d l y ; t h e r e t o 

l i s t e n , p r o b l e m - s o l v e and g i v e r e s o u r c e s . S t i l l , t h e c a l l e r s and 
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t h e c r i s i s l i n e s o f t e n d e a d l o c k o v e r t h e f r e q u e n c y and n a t u r e o f 

t h e i r c o n t a c t s . 

C o n t r a d i c t i o n s i n S e r v i c e 

When c a l l e r s f i r s t s t a r t t e l e p h o n i n g c r i s i s l i n e s i n 

d i s t r e s s , t h e w o r k e r s encouraged them t o v e n t o u t t h e i r f e e l i n g s 

and t a l k about t h e i r problems t o d e a l w i t h t h e i r c o n c e r n s . 

However, when t h e c a l l e r s began t o t e l e p h o n e t o o f r e q u e n t l y , t h e y 

were p l a c e d on c a l l r e s t r i c t i o n s . A l s o , t h e t e l e p h o n e w o r k e r s 

s t a r t e d t o f o c u s and d i r e c t t h e i r c a l l s t o move t h e c a l l e r s a l o n g 

and keep t h e c a l l e r s f r om "wandering." C a l l e r s mentioned, even 

i f t h e y t e l e p h o n e d d i s t r e s s e d , t h e y were n o t g i v e n t h e 

o p p o r t u n i t y t o v e n t c o m p l e t e l y t h e i r f e e l i n g s and c o n c e r n s b e f o r e 

t h e c a l l i s ended. They s t a t e d t h e y f e l t h u r t and abused because 

t h e y were d e n i e d s u p p o r t and h e l p t h a t t h e c r i s i s l i n e s 

i m p l i c i t l y o r e x p l i c i t l y a g r e e d t o p r o v i d e . 

C a l l Management 

C a l l management d i d n o t seem t o g r e a t l y r e d u c e t h e c a l l e r s ' 

t e l e p h o n e f r e q u e n c y . They k e p t p h o n i n g up t o f o u r t i m e s a day, 

p o t e n t i a l l y a c r o s s s e v e r a l d i f f e r e n t c r i s i s l i n e s . Though t h e 

c a l l e r s may be l i m i t e d t o one c a l l p e r day p e r c r i s i s l i n e , t h e 

c a l l e r s have a v a i l a b l e s e v e r a l d i f f e r e n t c r i s i s l i n e s i n t h e 

Lower M a i n l a n d and F r a s e r V a l l e y a r e a . 

Some c a l l e r s s t a t e d ' i n t h e i r comments about c r i s i s l i n e 

s e r v i c e t h a t t h e t e l e p h o n e w o r k e r s be g i v e n t h e d i s c r e t i o n t o 

d e c i d e t h e l e n g t h and c o n t e n t o f t h e c a l l s . The c a l l e r s s a i d 

t h e y a p p r e c i a t e d t h e t e l e p h o n e w o r k e r s t h a t l i s t e n f o r t h e i r 
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p a r t i c u l a r needs f o r e a ch c a l l , t h e n " n e g o t i a t e " t h e l i m i t s on 

t h e c a l l . These w o r k e r s a s k e d i n so many words, " I t ' s been k i n d 

o f b u s y t o n i g h t . I ' d l i k e t o keep t h e c a l l s h o r t and open t h e 

l i n e up f o r o t h e r s , " a f t e r t h e w o r k e r s d e t e r m i n e d t h e c a l l e r s 

were n o t i n d i s t r e s s o r c r i s i s . 

The c a l l e r s s u g g e s t e d t h e y wanted more r e g a r d f o r t h e i r 

s p e c i f i c needs i n a c a l l . They i n d i c a t e d t h e y had u n i q u e needs 

on a c a l l b y c a l l b a s i s and t h a t u n i f o r m c h r o n i c c a l l e r 

p r o c e d u r e s were n o t e f f e c t i v e i n h e l p i n g w i t h . 

C a l l management does n o t appear t o work e f f e c t i v e l y . 

C h r o n i c c a l l e r s c o n t i n u e t o t e l e p h o n e f r e q u e n t l y t o many 

d i f f e r e n t c r i s i s l i n e s . A l s o , t h e c a l l e r s r e p o r t t h e i r 

p a r t i c u l a r needs f o r a c a l l sometimes a r e m i s s e d w i t h a u n i f o r m 

c h r o n i c c a l l e r p o l i c y . C a l l e r s and w o r k e r s r e m a i n o f t e n 

f r u s t r a t e d b y mismatched needs. 

C r i s i s I n t e r v e n t i o n o r Therapy? 

A l l c a l l e r s r e p o r t e d t e l e p h o n i n g c r i s i s c e n t r e s f o r c o n t a c t 

and s u p p o r t , even f r i e n d s h i p , r e a s o n s d i f f e r e n t f r o m t h e c r i s i s 

i n t e r v e n t i o n mandate o f t h e c e n t r e s . However, even more d i s t a n c e 

from c r i s i s i n t e r v e n t i o n , t h e r e e x i s t e d a s t r o n g t e n d e n c y f o r t h e 

h i g h e r f r e q u e n c y c a l l e r s t o use c r i s i s l i n e s t h e r a p e u t i c a l l y : i n 

p l a c e o f o r t o supplement i n c o n s i s t e n t and i n a p p r o p r i a t e 

c o u n s e l l i n g , t h e r a p y o r o t h e r t r e a t m e n t . These c a l l e r s showed 

t h e y were r e l u c t a n t t o engage o t h e r t h e r a p y and c o u n s e l l i n g 

because o f t h e i r p r e v i o u s l y n e g a t i v e e x p e r i e n c e s w i t h h e l p i n g 

p r o f e s s i o n a l s . A d d i t i o n a l l y , t h e h i g h e r f r e q u e n c y c h r o n i c 
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c a l l e r s r e p o r t e d l i m i t e d f i n a n c i a l r e s o u r c e s . Because o f t h i s , 

t h e s e c a l l e r s c o u l d n o t r e a d i l y a f f o r d t h e r a p y o r c o u n s e l l i n g 

even i f t h e y were i n t e r e s t e d i n " t h e r a p y " o t h e r t h a n t h e c r i s i s 

l i n e s . T h e r e f o r e , t o suggest t h e s e c h r o n i c c a l l e r s g e t t h e r a p y 

o r c o u n s e l l i n g e l s e w h e r e may be p o i n t l e s s . 

C r i s i s l i n e p e r s o n n e l ' s e f f o r t s t o l i m i t c a l l i n g and t o 

r e f o c u s c h r o n i c c a l l e r s away from t e l e p h o n e t h e r a p y do n o t work 

e f f e c t i v e l y . The h i g h e r f r e q u e n c y c h r o n i c c a l l e r s i n p a r t i c u l a r 

c o n t i n u e t o t e l e p h o n e i n s p i t e o f i n i t i a t e d c a l l management. 

B o t h c a l l e r s and t e l e p h o n e w o r k e r s c o n t i n u e t o have n e g a t i v e and 

f r u s t r a t i n g e x p e r i e n c e s t h r o u g h t h e c o n t i n u e d c o n t a c t and 

mismatched needs. The t h e r a p e u t i c use o f c r i s i s l i n e s r e m a i n s . 

The phone l i n e s have made t h e c h r o n i c c a l l e r s aware t h a t 

c o u n s e l l i n g o r t h e r a p y i s beyond t h e scope o f t e l e p h o n e c r i s i s 

i n t e r v e n t i o n c e n t r e s . Most c a l l e r s a l s o showed t h e y r e c o g n i z e d 

t h a t t h e c r i s i s l i n e s cannot p r o v i d e t h e r a p y o r o t h e r t r e a t m e n t . 

Y e t , t h e y c o n t i n u e t o c a l l , i m p l i c i t l y o r e x p l i c i t l y w a n t i n g a 

g r e a t e r d e p t h o f s e r v i c e . C r i s i s l i n e s a r e l e f t p r o v i d i n g f o r 

o n l y some o f t h e i r needs. C l e a r l y t e l e p h o n e c r i s i s i n t e r v e n t i o n 

i s n o t m e e t i n g t h e c a l l e r s ' needs f o r t h e r a p e u t i c a s s i s t a n c e . 

Whether t h e c r i s i s c e n t r e s c a n o r s h o u l d p r o v i d e a d d i t i o n a l 

s e r v i c e s beyond t h e c r i s i s i n t e r v e n t i o n , o r even t h e o n g o i n g 

s u p p o r t i v e c o n t a c t a l r e a d y p r o v i d e d t o most, r e m a i n s . 

Recommendat i o n s 

1. F l e x i b l e C a l l Management. C h r o n i c c a l l e r s c l e a r l y 

p e r c e i v e t h e i m p o s i t i o n o f c a l l r e s t r i c t i o n s as i n a p p r o p r i a t e and 
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a b u s i v e . F o r t h e c a l l e r s , t h e c a l l r e s t r i c t i o n s r e v i s i t a 

p a t t e r n o f v i c t i m i z a t i o n t h e y have e x p e r i e n c e d t h r o u g h t h e i r 

l i v e s where t h e y have been abused and h u r t b y t h o s e whom t h e 

c a l l e r s r e l y on f o r s u p p o r t , c o m f o r t and c o n t a c t . 

There i s an i m p l i c i t , i f n o t e x p l i c i t , agreement t h a t 

c a l l e r s s h o u l d t e l e p h o n e when t h e y a r e i n d i s t r e s s t o d e a l w i t h 

t h e i r c o n c e r n s . However, when t h e y s t a r t t o t e l e p h o n e t o o o f t e n , 

c a l l r e s t r i c t i o n s a r e imposed on them. Sometimes, t h e c a l l e r s 

t h e n a r e c u t s h o r t b e f o r e t h e y c a n v e n t t h e i r f e e l i n g s and g e t 

r e s o l v e t o t h e i r p r oblems. O t h e r t i m e s , t e l e p h o n e w o r k e r s f o c u s 

and d i r e c t t h e c a l l away from what t h e c a l l e r s c o n s i d e r i m p o r t a n t 

t o t h e c a l l . 

A l l t h e c h r o n i c c a l l e r s s u g g e s t e d t h e y knew t h a t t h e y c o u l d 

n o t t e l e p h o n e t h e c r i s i s l i n e s a l l t h e t i m e . They c l e a r l y 

acknowledged t h e r e e x i s t e d p r a c t i c a l l i m i t a t i o n s t o t h e i r 

t e l e p h o n i n g f o r s u p p o r t and c o n t a c t c o n s i s t e n t l y . 

From t h e above i n f o r m a t i o n , c a l l r e s t r i c t i o n s w o u l d be 

b e t t e r n e g o t i a t e d between t h e t e l e p h o n e w o r k e r and t h e c h r o n i c 

c a l l e r on a c a l l b y c a l l b a s i s . I n v o l v i n g t h e c a l l e r i n t h e 

p r o c e s s w o u l d h e l p e l i m i n a t e t h e c a l l e r s ' sense o f v i c t i m i z a t i o n 

from t h e i m p o s i t i o n o f c a l l r e s t r i c t i o n s on them. A l s o , w i t h 

t e l e p h o n e w o r k e r s h a v i n g t h e d i s c r e t i o n t o n e g o t i a t e c a l l 

r e s t r i c t i o n s w i t h c a l l e r s , t h e w o r k e r s c a n b e t t e r r e s p o n d t o t h e 

immediate needs o f t h e c a l l e r . W i t h no p r e s s i n g c o n c e r n s , t h e 

c r i s i s l i n e w o r k e r s even c o u l d suggest e n d i n g t h e c a l l b e f o r e t h e 

u s u a l t e n t o f i f t e e n m i n u t e s a l l o t t e d t o a c h r o n i c c a l l e r . The 
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phone l i n e s t h e n w o u l d be open f o r c r i s i s c a l l e r s . 

2. Repeat t h e L i m i t s o f C r i s i s I n t e r v e n t i o n S e r v i c e . The 

h i g h e r f r e q u e n c y c h r o n i c c a l l e r s c l e a r l y i n d i c a t e d t h e y u s e d 

c r i s i s l i n e s f o r t h e r a p e u t i c a s s i s t a n c e . A l l t h e s e c a l l e r s a l s o 

r e c o g n i z e d t h e l i m i t a t i o n s o f c r i s i s l i n e s as a t h e r a p e u t i c 

r e s o u r c e . (As w e l l , t h e y a l l r e p o r t e d t h e y had been t o l d a t 

sometime b y c r i s i s l i n e p e r s o n n e l t h a t t e l e p h o n e c r i s i s 

i n t e r v e n t i o n i s n o t t h e r a p y . ) However, t h e s e c a l l e r s s a i d t h e i r 

n e g a t i v e t h e r a p e u t i c h i s t o r y and l i m i t e d f i n a n c i a l r e s o u r c e s have 

c r e a t e d l i m i t a t i o n s f o r them t o e n g a g i n g more a p p r o p r i a t e t h e r a p y 

t h a n f r o m c r i s i s l i n e s . 

C r i s i s l i n e p e r s o n n e l a r e b e s t t o c o n t i n u e p u t t i n g o u t t o 

c h r o n i c c a l l e r s t h a t t e l e p h o n e w o r k e r s a r e n o t t h e r a p i s t s , 

c o u n s e l l o r s , p s y c h o l o g i s t s , e t c . C h r o n i c c a l l e r s , e s p e c i a l l y 

h i g h e r f r e q u e n c y c h r o n i c c a l l e r s , need t o be reminded o f t h e 

l i m i t s o f c r i s i s i n t e r v e n t i o n s e r v i c e s . I f p o s s i b l e , t h e s e 

c a l l e r s a l s o need encouragement t o f i n d o t h e r h e l p i n g r e s o u r c e s 

t h a t a r e b e t t e r a b l e t o meet t h e i r needs f o r c o u n s e l l i n g o r 

t h e r a p y . 

3. B e t t e r U n d e r s t a n d How C r i s i s L i n e s H e l p C h r o n i c C a l l e r s . 

C r i s i s l i n e s p r o v i d e e f f e c t i v e i n t e r v e n t i o n s t o c h r o n i c c a l l e r s , 

e s p e c i a l l y t h e l o w e r f r e q u e n c y c h r o n i c c a l l e r s . These c a l l e r s 

r e p o r t e d t h e c r i s i s l i n e i n t e r v e n t i o n s o f v e n t i n g , empathy, 

r e s o u r c e and r e f e r r a l i n f o r m a t i o n , e x p a n d i n g p e r s p e c t i v e s , a c t i o n 

p l a n n i n g , e t c . as b e n e f i c i a l t o them. These i n t e r v e n t i o n s h e l p e d 

t h e s e c a l l e r s manage t h e i r p r o b l e m s . However, t h e h i g h e r 
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f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d a t h e r a p e u t i c b e n e f i t i n t h e i r 

c r i s i s l i n e c o n t a c t s . These c a l l e r s i n d i c a t e d t h e y were l e s s 

r e c e p t i v e t o t h e u s u a l c r i s i s l i n e i n t e r v e n t i o n s . They seemed t o 

b e n e f i t more f r o m t h e acknowledgement and v a l i d a t i o n t h e y 

r e c e i v e d i n r e l a t i o n s h i p w i t h t e l e p h o n e w o r k e r s . 

C r i s i s l i n e a d m i n i s t r a t i v e s t a f f w o u l d be b e s t t o c o n s i d e r 

f u r t h e r e x a c t l y how t h e t e l e p h o n e w o r k e r s k i l l s encourage l o w e r 

f r e q u e n c y c h r o n i c c a l l e r s t o manage b e t t e r t h e i r o n g o i n g 

c o n c e r n s . W i t h t h i s c l a r i t y , c r i s i s l i n e w o r k e r s c o u l d b e t t e r 

a s s i s t o t h e r c a l l e r s i n d i s t r e s s , n o t j u s t c r i s i s . 

Perhaps even more e s s e n t i a l , c r i s i s c e n t r e p e r s o n n e l need t o 

c o n s i d e r and u n d e r s t a n d how t h e y a r e p r o v i d i n g a t h e r a p e u t i c 

r e s o u r c e t o h i g h e r f r e q u e n c y c h r o n i c c a l l e r s . Once u n d e r s t o o d , 

c r i s i s l i n e p e r s o n n e l w o u l d be more a b l e t o a d j u s t c r i s i s l i n e 

s e r v i c e s and t r a i n i n g t o manage t h e h i g h e r f r e q u e n c y c h r o n i c 

c a l l e r s ' need f o r a t h e r a p e u t i c r e s o u r c e w i t h o u t w a n d e r i n g from 

t h e i r mandate o f t e l e p h o n e c r i s i s i n t e r v e n t i o n . 

4. C l a r i f y i n g t h e H e l p i n g R e l a t i o n s h i p . C h r o n i c c a l l e r s 

showed t h e y i n t e r p r e t e d t h e t e l e p h o n e w o r k e r s ' i n t e r e s t , c o n c e r n 

and u n d e r s t a n d i n g as f r i e n d s h i p r a t h e r t h a n p a r t o f t h e h e l p i n g 

r e l a t i o n s h i p . S i x c h r o n i c c a l l e r s s t a t e d t h e y e n j o y e d t h e i r 

c o n t a c t w i t h t h e c r i s i s l i n e w o r k e r s because t h e r e l a t i o n s h i p was 

l i k e f r i e n d s . A l s o , seven o f t h e c a l l e r s showed d i f f i c u l t i e s 

w i t h b u i l d i n g and e s t a b l i s h i n g i n t i m a c y and s u p p o r t w i t h o t h e r s . 

F u r t h e r , w i t h t h e c h r o n i c c a l l e r s i n d i c a t e d p a t t e r n o f 

v i c t i m i z a t i o n , t e l e p h o n e w o r k e r s t h a t " r e j e c t " t h e c a l l e r s ' 
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f r i e n d s h i p c o u l d i n i t i a t e t h e c a l l e r s ' sense o f r e p e a t e d abuse. 

C r i s i s l i n e p e r s o n n e l w o u l d b e s t c l a r i f y t h e s e r v i c e and 

i n t e r v e n t i o n s t h e y c a n p r o v i d e d i r e c t l y w i t h t h e c a l l e r s . The 

c a l l e r s ' m i s c o n c e p t i o n s around t h e c r i s i s l i n e r e l a t i o n s h i p as 

f r i e n d s h i p needs t o be c o r r e c t e d and g e n t l e l i m i t s a r o u n d t h e 

h e l p i n g r e l a t i o n s h i p e s t a b l i s h e d t o a v o i d i n i t i a t i n g t h e c a l l e r s ' 

sense o f v i c t i m i z a t i o n . F u r t h e r , when any i n d i c a t i o n s o f c a l l e r 

f r i e n d s h i p a r i s e , t h e y need t o be i m m e d i a t e l y and g e n t l y 

c o n f r o n t e d , and t h e t e l e p h o n e r e l a t i o n s h i p c l a r i f i e d as h e l p i n g . 

5. Reduce C h i t - C h a t on C r i s i s L i n e s . C r i s i s l i n e s do p r o v i d e 

a b e n e f i c i a l s e r v i c e t o t h o s e c h r o n i c c a l l e r s s o c i a l l y i s o l a t e d 

and t e l e p h o n i n g j u s t t o c h a t . The c a l l e r s ' l o n e l i n e s s i s 

e l i m i n a t e d f o r a b r i e f w h i l e . However, r a t h e r t h a n c h a t t i n g 

e x t e n s i v e l y , o r even f o r t h e c a l l e r s ' t i m e l i m i t , t h e s e c h i t - c h a t 

c a l l s w o u l d be b e t t e r h a n d l e d s i m i l a r l y and r e d u c e d i n t i m e f o r 

all c a l l e r s . 

The e x p e c t a t i o n i s t h a t c r i s i s l i n e s p r o v i d e t e l e p h o n e 

c r i s i s i n t e r v e n t i o n - n o t c h a t . A f t e r d e t e r m i n i n g t h a t no c r i s i s 

o r d i s t r e s s e x i s t s f o r t h e c a l l e r , t h e t e l e p h o n e w o r k e r s w o u l d 

move t o end t h e c a l l . The w o r k e r s c o u l d s a y words t o t h e e f f e c t : 

"You seem t o be d o i n g a l r i g h t . The c r i s i s l i n e i s v e r y b u s y 

t o n i g h t . I need t o open t h e l i n e f o r o t h e r s i n c r i s i s . " The 

w o r k e r s w o u l d t h e n end t h e c a l l . 

E n d i n g t h e c a l l a f t e r d e t e r m i n i n g no c r i s i s o r d i s t r e s s 

e x i s t s w o u l d e l i m i n a t e t h e p o s s i b l e f r u s t r a t i o n o f s o c i a l i z i n g 

w i t h a c a l l e r when t h e e x p e c t a t i o n i s t o r e s o l v e c r i s e s and 
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d i s t r e s s . A l s o , t h e number o f c h i t - c h a t c a l l s w o u l d be r e d u c e d 

t o t h e c r i s i s l i n e s as t h e c h r o n i c c a l l e r s r e a l i z e d t h e purpose 

o f t h e t e l e p h o n e l i n e s i s c r i s i s i n t e r v e n t i o n . 

6. T h e r a p e u t i c Management. The h i g h e r f r e q u e n c y c h r o n i c 

c a l l e r s i n d i c a t e d t h e y t e l e p h o n e d c r i s i s l i n e s w a n t i n g 

t h e r a p e u t i c c o n t a c t d e s p i t e t h e c r i s i s l i n e w o r k e r s ' i n a b i l i t y t o 

p r o v i d e s u c h s e r v i c e and imposed c a l l r e s t r i c t i o n s . These 

c a l l e r s a l s o r e p o r t e d t h a t c r i s i s l i n e s a r e t h e o n l y h e l p i n g 

r e s o u r c e t h e y have a c u r r e n t and c o n s i s t e n t c o n t a c t w i t h . 

Because o f t h e i r " p r i v i l e g e d " p o s i t i o n i n t h e c h r o n i c 

c a l l e r s ' h e l p i n g network, c r i s i s l i n e p e r s o n n e l may want t o 

c o n s i d e r t h e t h e r a p e u t i c management o f h i g h e r f r e q u e n c y c h r o n i c 

c a l l e r s . T h i s management c o u l d be a c c o m p l i s h e d t h r o u g h a s s i g n i n g 

a s p e c i f i c t e l e p h o n e w o r k e r t o a c h r o n i c c a l l e r and a r r a n g i n g a 

s p e c i f i c day, t i m e and d u r a t i o n f o r t h e " s e s s i o n . " The g o a l s i n 

t h e t h e r a p e u t i c management would be: (a) r e d u c e t h e number o f 

c a l l s ; (b) pe r s u a d e t h e c a l l e r s t o become more s p e c i f i c when 

d i s c u s s i n g t h e i r p r o b l e m s ; (c) e s t a b l i s h and work t o w a r d s p e c i f i c 

g o a l s t o r e s o l v e t h e i r p r o b l e m s ; and (d) i f and when a p p r o p r i a t e , 

c onnect t h e c a l l e r w i t h a more a p p r o p r i a t e and c o n s i s t e n t 

t h e r a p e u t i c r e s o u r c e . The p a r t i c i p a t i n g t e l e p h o n e w o r k e r s a l s o 

w ould r e q u i r e a d d i t i o n a l t r a i n i n g and s k i l l s t o t h e r a p e u t i c a l l y 

manage t h e c h r o n i c c a l l e r s . 

The c h r o n i c c a l l e r t h e r a p e u t i c management w o u l d r e d u c e and 

r e s t r u c t u r e t h e c a l l e r s ' t e l e p h o n e c o n t a c t . The c h r o n i c c a l l e r s ' 

need f o r t h e r a p e u t i c s u p p o r t and a s s i s t a n c e w o u l d be met w h i l e 
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e l i m i n a t i n g and r e d u c i n g t e l e p h o n i n g f r e q u e n c y , c a l l e r w a n d e r i n g 

from t o p i c t o t o p i c w i t h i n t h e c a l l , and t h e c a l l e r s ' problems i n 

t e l e p h o n i n g . A l s o , c r i s i s l i n e p e r s o n n e l w o u l d be h a n d l i n g t h e s e 

c h r o n i c c a l l e r s more e f f e c t i v e l y and i n c r e a s i n g t h e a c c e s s i b i l i t y 

o f t h e phone l i n e s t o o t h e r c a l l e r s . 

L i m i t a t i o n s o f t h e R e s e a r c h 

The s t u d y had a s m a l l sample s i z e . O n l y e i g h t c a l l e r s 

p a r t i c i p a t e d i n t h e i n t e r v i e w . Even w i t h t h i s s m a l l sample s i z e , 

t h e r e s e a r c h e r f o u n d some s t r o n g t e n d e n c i e s i n t h e i n t e r v i e w d a t a 

c o n s i s t e n t w i t h p r e v i o u s l y i d e n t i f i e d c h r o n i c c a l l e r 

c h a r a c t e r i s t i c s , l i k e s u i c i d e h i s t o r y . A l s o , t h e c a l l e r s showed 

s t r o n g s u p p o r t f o r t h e n e w l y i d e n t i f i e d c h a r a c t e r i s t i c s , s u c h as 

an a l c o h o l o r o t h e r d r u g a d d i c t e d f a m i l y background. However, 

whether t h e c h r o n i c c a l l e r c h a r a c t e r i s t i c s w o u l d h o l d w i t h a 

l a r g e r sample r e q u i r e s f u r t h e r i n v e s t i g a t i o n . 

More c r i t i c a l l y , t h e r e s e a r c h had no c o m p a r i s o n group o f 

u s u a l c r i s i s l i n e c a l l e r s . P r e v i o u s l i t e r a t u r e and r e s e a r c h have 

d i s c u s s e d t h e u s u a l o r c r i s i s c a l l e r t o a c r i s i s l i n e (Auerbach & 

K i l m a n , 1977; Chimo P e r s o n a l D i s t r e s s I n t e r v e n t i o n S e r v i c e s i n 

Richmond, 1993; C r i s i s C l i n i c , F e b r u a r y , 1988; L a n g l e y F a m i l y 

S e r v i c e s A s s o c i a t i o n , 1993; L e s t e r & Brockopp, 1973; Rosenbaum & 

Calhoun, 1977; S l a i k e u , 1990; S l a i k e u & L e f f - S i m o n , 1990). 

However, f u t u r e r e s e a r c h comparing t h e two groups w o u l d f u r t h e r 

c l a r i f y t h e i d e n t i f i e d c h r o n i c c h a r a c t e r i s t i c s as u n i q u e t o them. 

I m p l i c a t i o n s f o r F u t u r e R e s e a r c h 

Because t h e r e s e a r c h e r i n t e r v i e w e d o n l y c h r o n i c c a l l e r s , 
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f u t u r e r e s e a r c h t h a t i n v e s t i g a t e d b o t h t h e u s u a l c r i s i s l i n e 

c a l l e r s and c h r o n i c c a l l e r s on i d e n t i f i e d c h a r a c t e r i s t i c s i s 

needed. T h i s r e s e a r c h w o u l d c l a r i f y whether p a r t i c u l a r 

c h a r a c t e r i s t i c s a r e d i s t i n c t i v e o f u s u a l c r i s i s l i n e c a l l e r s o r 

c h r o n i c c a l l e r s . 

R e s e a r c h i n v e s t i g a t i n g t h e s p e c i f i c c h r o n i c c a l l e r 

b e h a v i o u r s t h a t c r i s i s l i n e p e r s o n n e l f o u n d c h a l l e n g i n g w o u l d be 

b e n e f i c i a l . From t h i s r e s e a r c h , c r i s i s l i n e s t a f f c o u l d d e v e l o p 

s p e c i f i c s t r a t e g i e s and p r o c e d u r e s a r o u n d t h e s e b e h a v i o u r s t o 

l e s s e n t h e i r impact on t h e c a l l dynamic. These s t r a t e g i e s and 

p r o c e d u r e s t h e n c o u l d be a p p l i e d a c r o s s a l l c a l l e r s e x h i b i t i n g 

t h e same b e h a v i o u r s . The need t o i d e n t i f y and l a b e l c h r o n i c 

c a l l e r s w o u l d be r e d u c e d because b e h a v i o u r s w o u l d be d i r e c t l y 

d e a l t w i t h i n s t e a d . 

Perhaps u s i n g r e c o r d e d t e l e p h o n e c o n v e r s a t i o n s , s t u d i e s 

s p e c i f i c a l l y i n v e s t i g a t i n g t h e c h r o n i c c a l l e r - t e l e p h o n e w o r k e r 

r e l a t i o n s h i p w o u l d g i v e b e t t e r i n f o r m a t i o n and u n d e r s t a n d i n g on 

t h i s o n g o i n g dynamic. T h i s r e s e a r c h w o u l d h e l p c l a r i f y t h e 

c o n t i n u o u s c y c l e o f c h r o n i c c a l l e r t e l e p h o n i n g and t h e c a l l e r -

w o r k e r i n t e r a c t i o n s m a i n t a i n i n g t h e dynamic. F u r t h e r , t h e 

t e l e p h o n e w o r k e r s ' b e h a v i o u r i a l c o n t r i b u t i o n t o t h e c a l l dynamic 

would be i n v e s t i g a t e d and s p e c i f i c s t r a t e g i e s and p r o c e d u r e s t o 

overcome t h e s e b e h a v i o u r s d e v e l o p e d . 

A d d i t i o n a l r e s e a r c h t h a t i n v e s t i g a t e d t h e i d e n t i f i e d c h r o n i c 

c a l l e r g l o b a l themes o f i s o l a t i o n , c o n n e c t i o n , v i c t i m i z a t i o n and 

esteem w o u l d be b e n e f i c i a l . The l e i t m o t i f s p r o v i d e d a c o n t e x t 
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f o r t h e c a l l e r s ' l i v e s . F u r t h e r , t h e s e l e i t m o t i f s a p p e a r e d t o 

o p e r a t e on two d i f f e r e n t d i m e n s i o n s : i s o l a t i o n and c o n n e c t i o n , 

v i c t i m i z a t i o n and esteem. S t u d y i n g t h e s e themes w o u l d p r o v i d e 

a d d i t i o n a l i n f o r m a t i o n t o u n d e r s t a n d b e t t e r t h e i r i n f l u e n c e on 

t h e c h r o n i c c a l l e r s ' c o n t a c t and use o f c r i s i s l i n e s . 

L a s t l y , f u t u r e s t u d i e s t h a t l o o k e d a t o t h e r c h r o n i c 

p o p u l a t i o n s , s u c h as f r e q u e n t a t t e n d e r s t o a m e d i c a l p r a c t i c e o r 

t h e c h r o n i c a l l y m e n t a l l y i l l , c o u l d b e g i n t o i n v e s t i g a t e t h e 

c o n n e c t i o n s between d i f f e r e n t c h r o n i c p o p u l a t i o n s . A l a r g e r 

u n d e r s t a n d i n g o f c l i e n t c h r o n i c i t y i n t h e h e l p i n g s e r v i c e s would 

t h e n be b u i l t . 

Summary 

C h r o n i c c a l l e r s r e p o r t e d t h e y t e l e p h o n e d f r e q u e n t l y and o v e r 

many y e a r s . F o r t h e l o w e r f r e q u e n c y c h r o n i c c a l l e r s , t h e y 

s u g g e s t e d t h e c r i s i s l i n e s were j u s t a n o t h e r h e l p i n g s e r v i c e . 

F o r t h e h i g h e r f r e q u e n c y c h r o n i c c a l l e r s , t h e y s t a t e d t h e c r i s i s 

l i n e s u s u a l l y were t h e i r o n l y h e l p i n g r e s o u r c e . F o r a l l t h e 

c a l l e r s , t h e y s a i d c r i s i s l i n e p e r s o n n e l p r o v i d e d s u p p o r t , 

c o n t a c t , and f r i e n d - l i k e r e l a t i o n s h i p s . 

A l l c a l l e r s s h a r e d a c h a r a c t e r i s t i c a l c o h o l o r o t h e r d r u g 

a d d i c t e d f a m i l y background. Coming from e i t h e r s e v e r e l y a b u s i v e 

o r n e g l e c t f u l f a m i l i e s , a p a t t e r n o f v i c t i m i z a t i o n seemed s e t i n 

m o t i o n t h a t r e p e a t e d t h r o u g h o ut t h e i r l i v e s i n h e l p i n g and o t h e r 

i n t i m a t e r e l a t i o n s h i p s . 

They a l l s a i d t h e y e n t e r e d t h e r a p y and o t h e r t r e a t m e n t e a r l y 

i n l i f e , o f t e n f o r c e d i n t o t r e a t m e n t f o r p h y s i c a l , e m o t i o n a l o r 
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m e n t a l i l l s b y t h e i r p a r e n t s and f a m i l i e s . Here t h e c a l l e r s 

began t h e i r l o n g h i s t o r y w i t h h e l p i n g r e s o u r c e s . 

A l l c a l l e r s r e p o r t e d p r o l o n g e d h e a l t h c o n c e r n s , o f t e n 

g e n e r a t i n g p e r s o n a l and p h y s i c a l l i m i t a t i o n s f o r them. W i t h 

t h e i r h e a l t h l i m i t a t i o n s , t h e y i n d i c a t e d l i m i t e d employment and 

r e d u c e d f i n a n c i a l r e s o u r c e s . These f i n a n c i a l and p h y s i c a l 

l i m i t a t i o n s t h e n c r e a t e d a b l o c k f o r t h e c a l l e r s t o e n g a g i n g a 

s o c i a l and s u p p o r t network. 

A l l t h e c a l l e r s r e p o r t e d some f r i e n d s o r a c q u a i n t a n c e s , 

though v e r y few s a i d t h e y had c u r r e n t s p e c i a l r e l a t i o n s h i p s . 

They r e v e a l e d a c h a l l e n g i n g r e l a t i o n s h i p h i s t o r y and l i t t l e 

f a m i l y c o n t a c t . Most o f t e n t h e y showed t h e y f e l t i s o l a t e d f r om 

f a m i l y and f r i e n d s . T h e i r a b i l i t y t o engage and use t h e i r 

s u p p o r t n e t w o r k o f t e n appeared, v e r y l i m i t e d . 

Lower f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d a h i s t o r y o f 

p o s i t i v e t h e r a p e u t i c e x p e r i e n c e s . They s a i d t h e y r e m a i n e d 

i n v o l v e d w i t h many h e l p i n g s e r v i c e s . Because t h e y e x p e r i e n c e d 

n e g l e c t and were u s u a l l y i g n o r e d b y t h e i r f a m i l i e s , t h e y t e n d e d 

t o r e p o r t more p o s i t i v e e x p e r i e n c e s w i t h h e l p e r s and t h e c r i s i s 

l i n e s , t h e s e c a l l e r s a p p r e c i a t i n g t h e c o n t a c t and s u p p o r t t h e y 

r e c e i v e . W i t h more h e l p i n g r e s o u r c e s and c o n t i n u e d p o s i t i v e 

t h e r a p y , t h e y i n d i c a t e d t h e y t e l e p h o n e d c r i s i s l i n e s l e s s o f t e n 

and o n l y f o r p r a c t i c a l h e l p . 

H i g h e r f r e q u e n c y c h r o n i c c a l l e r s r e p o r t e d a h i s t o r y o f 

n e g a t i v e t h e r a p e u t i c e x p e r i e n c e s . Abused i n t h e i r homes, t h e y 

s u g g e s t e d t h e v i c t i m i z a t i o n c o n t i n u e d t h r o u g h o u t t h e i r l i v e s , 
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o f t e n i n t o t h e h e l p i n g r e l a t i o n s h i p s t h e y e s t a b l i s h e d . They 

f r e q u e n t l y m e n t i o n e d i n c o n s i s t e n t and i n a p p r o p r i a t e t h e r a p y , 

d e v e l o p i n g a r e l u c t a n c e f o r e n g a g i n g o t h e r h e l p i n g s e r v i c e s . 

They r e v e a l e d t h e c r i s i s l i n e s had become a t h e r a p e u t i c r e s o u r c e 

f o r them. 

W i t h i n c r e a s e d t e l e p h o n i n g , t h e h i g h e r f r e q u e n c y c h r o n i c 

c a l l e r s r e p o r t e d t h e c r i s i s l i n e w o r k e r s r e s p o n d e d w i t h c a l l 

management. R e s t r i c t e d b y t h e c r i s i s l i n e s , t h e c a l l e r s r e g a r d e d 

t h e r e s t r i c t i o n s as a n o t h e r n e g a t i v e h e l p i n g e x p e r i e n c e , l i k e t h e 

ones t h e y h a d b e f o r e . The c a l l e r s s a i d t h e y were m i s t r e a t e d b y 

t h e c r i s i s l i n e s . However, when t h e y c o m p l a i n e d about t h e 

s e r v i c e , t h e y s a i d t h e y were d i s r e g a r d e d b y t h e c r i s i s l i n e 

p e r s o n n e l . 

These c h a r a c t e r i s t i c s c a n a l l o w f o r t h e b e t t e r 

i d e n t i f i c a t i o n and more e f f e c t i v e management o f c h r o n i c c a l l e r 

c o n t a c t s . C r i s i s l i n e p e r s o n n e l e a s i l y c a n s c r e e n f o r c h r o n i c 

c a l l e r s w i t h i n t h e h e l p i n g p r o c e s s f o r any f i r s t t i m e , o r more, 

c a l l e r . Background i n f o r m a t i o n on t h e c a l l e r s ' s u p p o r t network 

and t h e i r e x p e r i e n c e w i t h o t h e r h e l p i n g r e s o u r c e s w o u l d be 

a p p r o p r i a t e t o o b t a i n f rom c a l l e r s t o h e l p r e s o l v e t h e problems. 

T h i s i n f o r m a t i o n t h e n c o u l d be u s e d t o i d e n t i f y p o t e n t i a l 

c h r o n i c c a l l e r s f r om t h e c h a r a c t e r i s t i c s . C r i s i s l i n e p e r s o n n e l 

c o u l d o b t a i n a d d i t i o n a l i n f o r m a t i o n f rom f u r t h e r c a l l s t o more 

c o n f i d e n t i a l l y i d e n t i f y c h r o n i c c a l l e r . However, f u r t h e r c a l l s 

may s e t a p a t t e r n o f t e l e p h o n i n g and i n t e r a c t i o n t h a t i s 

d i f f i c u l t t o b r e a k . 
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A c o n t i n u e d c y c l e o f t e l e p h o n i n g i s i n i t i a t e d w i t h t h e 

c h r o n i c c a l l e r s l o o k i n g t o t h e c r i s i s l i n e s t o f u l f i l t h e i r needs 

f o r c o n t a c t and t h e r a p e u t i c a s s i s t a n c e . When c r i s i s l i n e 

p e r s o n n e l r e s p o n d t o t h e movement away from c r i s i s i n t e r v e n t i o n 

and i n i t i a t e c a l l r e s t r i c t i o n s , t h e c h r o n i c c a l l e r s i n d i c a t e d 

t h e y e x p e r i e n c e d a sense o f v i c t i m i z a t i o n s i m i l a r t o t h e i r 

e a r l i e r l i f e and p r e v i o u s t h e r a p e u t i c h i s t o r y . The t e l e p h o n e 

w o r k e r s t h e n s t r u g g l e t o overcome b o t h t h e c a l l e r s ' sense o f 

v i c t i m i z a t i o n and i n a p p r o p r i a t e u se o f c r i s i s l i n e s . 

B o t h t h e c a l l e r s and c r i s i s l i n e p e r s o n n e l a r e f r u s t r a t e d b y 

t h e mismatch o f c a l l e r needs t o c r i s i s l i n e s e r v i c e . W i t h 

e a r l i e r i d e n t i f i c a t i o n and i n t e r v e n t i o n , c r i s i s l i n e p e r s o n n e l 

c a n r e s p o n d b e t t e r w i t h management s t r a t e g i e s t h a t r e d u c e and 

e l i m i n a t e t h e most c h a l l e n g i n g a s p e c t s o f c h r o n i c c a l l e r c o n t a c t . 

C r i s i s l i n e w o r k e r s c a n i n f o r m t h e c a l l e r s about t h e l i m i t s o f 

t h e c r i s i s l i n e s e r v i c e w h i l e e n g a g i n g them i n t h e h e l p i n g 

p r o c e s s . The c h r o n i c c a l l e r s a r e r e s p e c t e d and some o f t h e i r 

needs met w i t h i n t h e m a i n t a i n e d and c l a r i f i e d b o u n d a r i e s o f 

c r i s i s l i n e s e r v i c e . 
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A p p e n d i x A 

Sex C a l l e r s 

The c a l l e r s e e k i n g s e x u a l s t i m u l a t i o n c a n be s u b d i v i d e d i n t o 
two t y p e s o f s e x c a l l e r s : 
1. The c a l l e r who o p e n l y a d m i t s he wants t o m a s t u r b a t e o r i s 

a l r e a d y i n t h e p r o c e s s o f m a s t u r b a t i n g . He p l e a d s w i t h t h e 
t e l e p h o n e c o u n s e l l o r t o s t a y on t h e l i n e u n t i l he i s f i n i s h e d . 

2. (a) The c a l l e r t e l l s a f a n t a s y p r o b l e m p r e s e n t e d a s r e a l . 
U s u a l l y , b u t n o t al w a y s , i t i s o f an o v e r t s e x u a l n a t u r e . 
W h i l e t a l k i n g w i t h t h e t e l e p h o n e c o u n s e l l o r , he m a s t u r b a t e s , 
(b) The c a l l e r t e l l s a f a n t a s y problem. However, r a t h e r t h a n 
m a s t u r b a t i n g d u r i n g t h e c a l l , he u s e s t h e d i s c u s s i o n as 
s e x u a l s t i m u l a t i o n and m a s t u r b a t e s a f t e r c o m p l e t i n g t h e c a l l . 

D e t e c t i n g t h e Sex C a l l e r 
The f o l l o w i n g c h a r a c t e r i s t i c s need t o be a l l c o n s i d e r e d when 

i d e n t i f y i n g a s e x c a l l e r . A c a l l e r d e m o n s t r a t i n g one o f t h e s e 
c h a r a c t e r i s t i c s i n i s o l a t i o n s h o u l d n o t be deemed a s e x c a l l e r . 
R a t h e r , a c o m b i n a t i o n o f t h e s e c h a r a c t e r i s t i c s i s more i n d i c a t i v e 
o f a s e x c a l l e r . A c a l l e x h i b i t i n g t h r e e o f more o f t h e s e 
c h a r a c t e r i s t i c s i s most o f t e n a s e x c a l l e r . 

Common C h a r a c t e r i s t i c s 
1. V o i c e t o n e d e v o i d o f emoti o n 
2. H e s i t a t i o n i n s p e a k i n g 
3. G i v e s f i r s t name i m m e d i a t e l y and/or a s k i n g f o r t h e t e l e p h o n e 
c o u n s e l l o r ' s name 
4. A s k s p e r s o n a l q u e s t i o n s about t h e t e l e p h o n e c o u n s e l l o r 
5. G r e a t d e a l o f c a l l e r s i l e n c e 
6. R e s i s t a n c e towards r e s o l u t i o n o f t h e p r o b l e m 
7. P r e s e n t s s e l f w i t h i n n o c e n c e about s e x 
8. Uses t h e word " e m b a r r a s s i n g " f r e q u e n t l y 
9. A s k s t h e t e l e p h o n e c o u n s e l l o r ' s o p i n i o n about t h e "problem" 
10. G i v e s d e t a i l e s s e x u a l d e s c r i p t i o n 
11. Use o f f o r m a l language i n d e s c r i b i n g s e x a c t s o r body p a r t s 
12. Hangs up a b r u p t l y b e f o r e c a l l i s c o m p l e t e d 
13. R e s i s t s t a l k i n g about f e e l i n g s 
14. May sound l i k e t h e c a l l e r i s c a l l i n g l o n g d i s t a n c e 
15. Uses a w h i s p e r y t o n e o f v o i c e 
16. S t a t e s age as 17 

Common Opening L i n e s 
1. I want t o t a l k . 
2. Can I t a l k about a n y t h i n g ? 
3. I s t h e r e a man t h e r e t h a t I c a n speak t o ? 
4. I've n e v e r c a l l e d b e f o r e . 
5. A r e y o u u n d e r s t a n d i n g ? 
6. W i l l y o u t a l k t o me? 
7. I have a n e m b a r r a s s i n g problem. 
8. I'm l o n e l y . 



9. Have we t a l k e d b e f o r e ? 

Common S t o r y Themes 
1. Dominant woman 
2. A s k i n g f o r s e x u a l i n f o r m a t i o n o r a d v i c e 
3. P e n i s i s t o o l a r g e o r t o o s m a l l 
4. Sex w i t h f e m a l e members o f t h e immediate o r s t e p - f a m i l y 
5. L e n d i n g g i r l f r i e n d o r w i f e t o a n o t h e r man o r woman 
6. M u l t i p l e s e x u a l p a r t i c i p a n t s 
7. E n j o y i n g s e x w i t h young boy o r g i r l 
8. T r a n s v e s t i s m 
9. F e t i s h i s m 
10. V o y e u r i s m 
11. N u d i t y 
12. H u m i l i a t i o n 
13. Sado-masochism 
14. B l a d d e r c o n t r o l 
A d a p t e d from: 
Wark, V. (1984). The s e x c a l l e r and t h e t e l e p h o n e c o u n s e l i n g 

c e n t e r . S p r i n g f i e l d , I L : C h a r l e s C. Thomas. 
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A p p e n d i x B 

P r o t o c o l f o r R e q u e s t i n g P a r t i c i p a t i o n o f 
R e t u r n C a l l e r s b y Telephone Workers 

B e f o r e y o u go, rperson's name i f known! , t h e c r i s i s l i n e w o u l d 
l i k e t o make a r e q u e s t o f you. The r e q u e s t depends on whether 
you have c a l l e d c r i s i s l i n e s b e f o r e . I f y ou have, y o u c a n h e l p 
us o ut i n b e t t e r u n d e r s t a n d i n g how c r i s i s l i n e s a r e u s e f u l t o 
r e t u r n c a l l e r s . L i k e w i s e , i f y o u a r e a r e t u r n c a l l e r , we b e l i e v e 
i f we know more about o u r c a l l e r s , we w o u l d be b e t t e r a b l e t o 
p r o v i d e s e r v i c e t o them. Have you u s e d a c r i s i s l i n e b e f o r e ? 

If no, thank them for listening to the request and hang up. 

If yes, 

G r e a t ! S i n c e y o u have c a l l e d c r i s i s c e n t r e s more t h a n once, y o u 
can be v e r y h e l p f u l t o u s . You r e a l l y a r e i n a u n i q u e s i t u a t i o n . 

The r e q u e s t we w o u l d l i k e t o make o f y o u i s w r i t t e n up. I need 
t o r e a d i t p r e t t y w e l l word f o r word t o make s u r e I t e l l y o u 
e v e r y t h i n g I need t o . 

We a r e p a r t o f s t u d y t o u n d e r s t a n d how c r i s i s l i n e s a r e 
r e s p o n d i n g t o r e t u r n c a l l e r s . A l s o , we b e l i e v e i f we know more 
about o u r r e t u r n c a l l e r s , we wo u l d be b e t t e r a b l e t o p r o v i d e 
t e l e p h o n e s e r v i c e t o them. We wo u l d r e a l l y a p p r e c i a t e y o u r h e l p 
w i t h t h i s . A r e y ou i n t e r e s t e d i n p a r t i c i p a t i n g ? 

If no, thank them for their time and listening. Hang up. 

If yes 

Okay, t h a n k s . Now l e t me g i v e y o u a l i t t l e more d e t a i l . T h i s 
w i l l t a k e a c o u p l e o f m i n u t e s because I need t o t e l l y o u e x a c t l y 
what y o u may choose t o h e l p w i t h . 

The p e r s o n who w o u l d be t a l k i n g w i t h y o u i s R i c h a r d Kramer. 
R i c h a r d i s t h e p e r s o n d o i n g t h e s t u d y . He i s a s t u d e n t a t t h e 
U n i v e r s i t y o f B r i t i s h Columbia. He i s d o i n g t h i s r e s e a r c h t o 
f i n i s h a m a s t e r s degree i n c o u n s e l l i n g p s y c h o l o g y . He's worked 
w i t h c r i s i s l i n e s i n t h e p a s t f o r e i g h t y e a r s . 

R i c h a r d hopes t o speak w i t h r e t u r n c a l l e r s . The g o a l i s 
i m p r o v i n g c r i s i s l i n e s e r v i c e t o r e t u r n u s e r s , l i k e y o u r s e l f , by 
knowing y o u b e t t e r and how c r i s i s c e n t r e s s e r v e you. 

Your p a r t i c i p a t i o n i s v o l u n t a r y . The c r i s i s l i n e i s n o t d o i n g 
t h e r e s e a r c h . You won't r e c e i v e any e x t r a t i m e , s p e c i a l 
a t t e n t i o n o r s p e c i a l t r e a t m e n t from t h e c r i s i s l i n e i f y o u h e l p . 
L i k e w i s e , y o u won't l o s e a n y t h i n g i f y o u don't h e l p e i t h e r . The 
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r e s e a r c h f i n d i n g s may r e s u l t i n changes t o c r i s i s l i n e s t h a t 
c o u l d b e n e f i t you. 

What do y o u t h i n k so f a r ? 
If any question comes up about how the research will be 
conducted, who will have the information, or what will the c r i s i s 
line gets back from the research, say: " I b e l i e v e I have t h e 
answer f o r t h a t coming up", and continue with the protocol below. 

If any other questions come up for the callers, use the scripted 
questions and answers below, and then continue with the protocol. 

If no questions or other concerns come up, continue with the 
protocol below. 

The i n t e r v i e w w o u l d be done o v e r t h e t e l e p h o n e . There w o u l d be 
no f a c e - t o - f a c e c o n t a c t w i t h anyone. 
The i n t e r v i e w w i l l t a k e a hou r and a h a l f . T h i s r e a l l y w o u l d 
g i v e y o u a chance t o t a l k about t h e s e r v i c e y o u a r e g e t t i n g and 
how t h e c r i s i s l i n e s c o u l d s e r v e y o u b e t t e r . However, t h e 
i n t e r v i e w d o e s n ' t have t o be done a l l a t once. F o r whatever 
r e a s o n , a n o t h e r t i m e t o t a l k c a n be s e t up. 

What y o u s a i d w o u l d be c o n f i d e n t i a l t o t h e r e s e a r c h e r , R i c h a r d . 
O n l y he woul d know y o u r answers t o any q u e s t i o n s . We wo u l d n o t 
be t o l d what y o u s a i d about any s e r v i c e y o u have r e c e i v e d o r what 
you s a i d about y o u r s e l f . He i s t a l k i n g w i t h a l o t o f d i f f e r e n t 
p e o p l e . A l l we woul d be t o l d i s a g e n e r a l d e s c r i p t i o n o f what 
o u r c a l l e r s a r e l i k e , and what t h e y t h i n k about t h e s e r v i c e 
t h e y ' r e g e t t i n g f r o m c r i s i s l i n e s . A l s o , we w o u l d g e t 
s u g g e s t i o n s on how we might be more h e l p f u l t o r e t u r n c a l l e r s 
l i k e y o u r s e l f . We wo u l d f i n d t h i s i n f o r m a t i o n v e r y u s e f u l and 
woul d a p p r e c i a t e y o u r h e l p . 

Do y o u have a ny q u e s t i o n s ? 

«possible questions and answers» 

How many people are you talking to? OR How many other people 
have you asked so far? 

R i c h a r d hopes t o t a l k t o around 15 o r 20 p e o p l e . The more 
p e o p l e he t a l k s t o , t h e b e t t e r t h e u n d e r s t a n d i n g o f r e t u r n 
c a l l e r s t o c r i s i s l i n e s . And t h e more h e l p f u l t h e s t u d y t o 
th e c r i s i s l i n e s t o improve t h e i r s e r v i c e t o r e t u r n c a l l e r . 

Is i t going to be tape recorded? 

R i c h a r d w o u l d l i k e t o r e c o r d t h e i n t e r v i e w . He do e s n ' t want 
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«options box continued» 

.. .or if interviewer phoning caller... 

The i n t e r v i e w e r , R i c h a r d Kramer, w i l l t e l e p h o n e f t e l e p h o n e 
number g i v e n ! , and a s k f o r [name c a l l e r gavel . I s t h a t r i g h t ? 

. . .and continue with protocol outside options box. 

After response from the caller, and corrections in any 
misunderstandings i f needed. . . . 

Now, i f you have any p r o b l e m w i t h t h e i n t e r v i e w t i m e o r day, f e e l 
f r e e t o phone R i c h a r d about i t . 

Thanks a g a i n . Your h e l p i s a p p r e c i a t e d . Take c a r e . 
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A p p e n d i x C 

P r o t o c o l f o r R e q u e s t i n g P a r t i c i p a t i o n o f R e t u r n C a l l e r s by-
Telephone Workers, Workers n o t S c h e d u l i n g I n t e r v i e w Times 

B e f o r e y o u go, [person's name i f known! , t h e c r i s i s l i n e w o u l d 
l i k e t o make a r e q u e s t o f you. The r e q u e s t depends on whether 
you have c a l l e d c r i s i s l i n e s b e f o r e . I f y ou have, y o u c a n h e l p 
us o ut i n b e t t e r u n d e r s t a n d i n g how c r i s i s l i n e s a r e u s e f u l t o 
r e t u r n c a l l e r s . L i k e w i s e , i f y o u a r e a r e t u r n c a l l e r , we b e l i e v e 
i f we know more about o u r c a l l e r s , we w o u l d be b e t t e r a b l e t o 
p r o v i d e s e r v i c e t o them. Have you u s e d a c r i s i s l i n e b e f o r e ? 

If no, thank them for listening to the request and hang up. 

If yes, 

G r e a t ! S i n c e y o u have c a l l e d c r i s i s c e n t r e s more t h a n once, y o u 
can be v e r y h e l p f u l t o u s . You r e a l l y a r e i n a u n i q u e s i t u a t i o n . 

The r e q u e s t we wo u l d l i k e t o make o f you i s w r i t t e n up. I need 
t o r e a d i t p r e t t y w e l l word f o r word t o make s u r e I t e l l y o u 
e v e r y t h i n g I need t o . 

We a r e p a r t o f s t u d y t o u n d e r s t a n d how c r i s i s l i n e s a r e 
r e s p o n d i n g t o r e t u r n c a l l e r s . A l s o , we b e l i e v e i f we know more 
about o u r r e t u r n c a l l e r s , we wo u l d be b e t t e r a b l e t o p r o v i d e 
t e l e p h o n e s e r v i c e t o them. We wo u l d r e a l l y a p p r e c i a t e y o u r h e l p 
w i t h t h i s . A r e y ou i n t e r e s t e d i n p a r t i c i p a t i n g ? 

If no, thank them for their time and listening. Hang up. 

If yes 

Okay, t h a n k s . Now l e t me g i v e you a l i t t l e more d e t a i l . T h i s 
w i l l t a k e a c o u p l e o f m i n u t e s because I need t o t e l l y o u e x a c t l y 
what y o u may choose t o h e l p w i t h . 

The p e r s o n who wo u l d be t a l k i n g w i t h y o u i s R i c h a r d Kramer. 
R i c h a r d i s t h e p e r s o n d o i n g t h e s t u d y . He i s a s t u d e n t a t t h e 
U n i v e r s i t y o f B r i t i s h Columbia. He i s d o i n g t h i s r e s e a r c h t o 
f i n i s h a m a s t e r s degree i n c o u n s e l l i n g p s y c h o l o g y . He's worked 
w i t h c r i s i s l i n e s i n t h e p a s t f o r e i g h t y e a r s . 

R i c h a r d hopes t o speak w i t h r e t u r n c a l l e r s . The g o a l i s 
i m p r o v i n g c r i s i s l i n e s e r v i c e t o r e t u r n u s e r s , l i k e y o u r s e l f , by 
knowing y o u b e t t e r and how c r i s i s c e n t r e s s e r v e you. 

Your p a r t i c i p a t i o n i s v o l u n t a r y . The c r i s i s l i n e i s n o t d o i n g 
t h e r e s e a r c h . You won't r e c e i v e any e x t r a t i m e , s p e c i a l 
a t t e n t i o n o r s p e c i a l t r e a t m e n t from t h e c r i s i s l i n e i f y o u h e l p . 
L i k e w i s e , y o u won't l o s e a n y t h i n g i f y o u don't h e l p e i t h e r . The 
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r e s e a r c h f i n d i n g s may r e s u l t i n changes t o c r i s i s l i n e s t h a t 
c o u l d b e n e f i t you. 

What do you t h i n k so f a r ? 

If any question comes up about how the research will be 
conducted, who will have the information, or what will the c r i s i s 
line gets back from the research, say: " I b e l i e v e I have t h e 
answer f o r t h a t coming up", and continue with the protocol below. 

If any other questions come up for the callers, use the scripted 
questions and answers below, and then continue with the protocol. 

If no questions or other concerns come up, continue with the 
protocol below. 

The i n t e r v i e w w o u l d be done o v e r t h e t e l e p h o n e . There w o u l d be 
no f a c e - t o - f a c e c o n t a c t w i t h anyone. 

The i n t e r v i e w w i l l t a k e a hou r and a h a l f . T h i s r e a l l y w o u l d 
g i v e y o u a chance t o t a l k about t h e s e r v i c e y o u a r e g e t t i n g and 
how t h e c r i s i s l i n e s c o u l d s e r v e y o u b e t t e r . However, t h e 
i n t e r v i e w d o e s n ' t have t o be done a l l a t once. F o r w h a t e v e r 
r e a s o n , a n o t h e r t i m e t o t a l k c a n be s e t up. 

What y o u s a i d w o u l d be c o n f i d e n t i a l t o t h e r e s e a r c h e r , R i c h a r d . 
O n l y he wo u l d know y o u r answers t o any q u e s t i o n s . We wo u l d n o t 
be t o l d what y o u s a i d about any s e r v i c e y o u have r e c e i v e d o r what 
you s a i d about y o u r s e l f . He i s t a l k i n g w i t h a l o t o f d i f f e r e n t 
p e o p l e . A l l we wo u l d be t o l d i s a g e n e r a l d e s c r i p t i o n o f what 
o u r c a l l e r s a r e l i k e , and what t h e y t h i n k about t h e s e r v i c e 
t h e y ' r e g e t t i n g f r om c r i s i s l i n e s . A l s o , we w o u l d g e t 
s u g g e s t i o n s on how we might be more h e l p f u l t o r e t u r n c a l l e r s 
l i k e y o u r s e l f . We would f i n d t h i s i n f o r m a t i o n v e r y u s e f u l and 
would a p p r e c i a t e y o u r h e l p . 

Do you have any q u e s t i o n s ? 

«possible questions and answers» 

How many people are you talking to? OR How many other people 
have you asked so far? 

R i c h a r d hopes t o t a l k t o around 15 o r 20 p e o p l e . The more 
p e o p l e he t a l k s t o , t h e b e t t e r t h e u n d e r s t a n d i n g o f r e t u r n 
c a l l e r s t o c r i s i s l i n e s . And t h e more h e l p f u l t h e s t u d y t o 
th e c r i s i s l i n e s t o improve t h e i r s e r v i c e t o r e t u r n c a l l e r s . 
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So, i f t h e r e a r e no more q u e s t i o n s , a r e y ou s t i l l i n t e r e s t e d i n 
p a r t i c i p a t i n g ? 

If the caller is uncertain or says no, try to c l a r i f y the reasons 
and correct any misunderstandings, i f possible. Thank him or her 
for the time and hang up. 

If yes, .... 

G r e a t ! A l l I need t o g i v e y o u now i s t h e t e l e p h o n e number where 
you c a n c a l l R i c h a r d t o s e t up an i n t e r v i e w t i m e . 

Do y o u have a p e n c i l ? 

When yes. . . 

Okay, t h e t e l e p h o n e number i s 856-4274. I f t h i s phone number i s 
l o n g d i s t a n c e f o r you, p l e a s e c a l l c o l l e c t . 

You c a n p r e t t y w e l l c a l l h i m anytime between 8:00 am and 11:00 pm 
t o s e t up an i n t e r v i e w t i m e . 

I want t o s a y a g a i n y o u r p a r t i c i p a t i o n i n t h i s s t u d y w i l l be v e r y 
h e l p f u l t o c r i s i s l i n e s . You r e a l l y a r e i n a u n i q u e s i t u a t i o n t o 
g i v e v a l u a b l e i n f o r m a t i o n t o u s . 

Thanks a g a i n f o r y o u r p a r t i c i p a t i o n . Your h e l p i s a p p r e c i a t e d . 
Take c a r e . 
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A p p e n d i x D 

P r o t o c o l C o n f i r m i n g P a r t i c i p a t i o n o f 
R e t u r n C a l l e r b y I n t e r v i e w e r 

H e l l o . I s t h i s fname c a l l e r gavel ? 

If no... 

May I t a l k t o w i t h [name] ? 

If yes. . . 

Oh, g r e a t ! Thanks f o r a g r e e i n g t o be i n t e r v i e w e d f o r t h i s s t u d y . 
I'm R i c h a r d Kramer. I'm t h e i n t e r v i e w e r . 

B e f o r e we b e g i n , I w o u l d l i k e t o s a y a g a i n what's g o i n g t o 
happen. I have i t w r i t t e n up. I need t o r e a d i t p r e t t y w e l l 
word f o r word t o make s u r e I t e l l you e v e r y t h i n g I need t o . 

The p u r p o s e o f t h i s i n t e r v i e w i s t o g e t i n f o r m a t i o n t h a t w i l l 
h e l p c r i s i s l i n e s b e t t e r h e l p o u t r e t u r n c a l l e r s . As someone who 
has u s e d c r i s i s l i n e s e r v i c e s b e f o r e , you c a n be v e r y h e l p f u l t o 
us . You c a n t e l l us what c r i s i s l i n e s do f o r y o u and how t h e y 
a f f e c t you. A l s o , c r i s i s l i n e s w o u l d b e n e f i t b y knowing about 
r e t u r n c a l l e r s so t h a t t h e y c a n b e t t e r h e l p and work w i t h them. 
That' s what t h e i n t e r v i e w i s a l l about: y o u r e x p e r i e n c e s w i t h and 
y o u r t h o u g h t s about c r i s i s l i n e s . And what we need t o 
u n d e r s t a n d about you t o g i v e y o u b e t t e r s e r v i c e . 

The answers f r o m a l l t h e p e o p l e I i n t e r v i e w , and I ' m i n t e r v i e w i n g 
about 15 t o 20 p e o p l e , w i l l be p u t t o g e t h e r f o r t h e r e p o r t . 
N o t h i n g y o u s a y w i l l e v e r be i d e n t i f i e d w i t h y o u p e r s o n a l l y . You 
w i l l r e m a i n anonymous and unnamed i n t h e f i n a l r e p o r t . 

A n y t h i n g y o u t e l l me about y o u r s e l f w i l l r e m a i n o n l y w i t h me. No 
i d e n t i f y i n g i n f o r m a t i o n about y o u r s e l f w i l l be g i v e n t o anyone 
e l s e . And I want t o m e n t i o n s p e c i f i c a l l y t h i s i n c l u d e s t h e 
c r i s i s l i n e s . 

The i n t e r v i e w may t a k e a hour and a h a l f , p r o b a b l y l e s s . T h i s 
r e a l l y w o u l d g i v e y o u a chance t o t a l k about t h e s e r v i c e y o u a r e 
g e t t i n g and how t h e c r i s i s l i n e s c o u l d s e r v e y o u b e t t e r . 
However, t h e i n t e r v i e w d o e sn't have t o be done a l l a t once. F o r 
whatever r e a s o n , a n o t h e r t i m e t o t a l k c a n be s e t up. 

I want t o s a y you won't l o s e o r g a i n a n y t h i n g b y b e i n g p a r t o f 
t h i s s t u d y . Any s p e c i a l arrangement you may have w i t h a c r i s i s 
l i n e won't change whether you p a r t i c i p a t e o r n o t . The c r i s i s 
l i n e i s n o t d o i n g t h e r e s e a r c h . I'm r e s p o n s i b l e f o r what happens 
d u r i n g t h e i n t e r v i e w , n o t t h e c r i s i s l i n e . 
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A p p e n d i x E 

I n t e r v i e w P r o t o c o l 

I w o u l d l i k e t o s t a r t w i t h how y ou b e l i e v e c r i s i s l i n e s a r e 
s e r v i n g you. I r e a l l y want t o g e t a sense o f what t h e s e r v i c e 
y o u a r e g e t t i n g f rom them i s l i k e . I wo u l d l i k e t o know how 
o f t e n y o u t e l e p h o n e and what happens when y o u c a l l . A l s o , how 
you b e l i e v e c r i s i s l i n e s have i n f l u e n c e d y ou. 

Frequency and Duration of Ongoing Contact 

1. You've s a i d t h a t y o u have phoned c r i s i s l i n e s more t h a n once. 
The f i r s t t h i n g I wo u l d l i k e y o u t o do i s t h i n k about t h e 
d i f f e r e n t t i m e s you've t e l e p h o n e d . Can you go back and t h i n k 
about t h e t i m e s you've c a l l e d i n t h e l a s t few days, . . .the l a s t 
week,...the l a s t few weeks? W i t h t h i s i n mind...: 

a. How o f t e n do y o u phone c r i s i s l i n e s ? 
b. How c o n s i s t e n t i s t h a t c o n t a c t ? L i k e , do y o u phone 

everyday, e v e r y o t h e r day, t h r e e t i m e s a week f o r a few months, 
t h e n n o t a t a l l f o r a w h i l e ? 

c. When d i d y o u f i r s t s t a r t c a l l i n g c r i s i s l i n e s ? 
d. How d i d y o u f i r s t f i n d o u t about c r i s i s l i n e s ? 

Reasons for Contacting the Crisis Line 

2. I wou l d l i k e t o t a l k about y o u r u se o f c r i s i s l i n e s so t h a t I 
can u n d e r s t a n d b e t t e r how t h i s f i t s i n t o y o u r e v e r y d a y l i f e . 

T h i n k o f a f a i r l y t y p i c a l r e c e n t day t h a t w o u l d g i v e me a good 
p i c t u r e o f how y o u use c r i s i s l i n e s . Can y ou t h i n k o f one? 

Negotiate on the day 

Now I w o u l d l i k e y o u t o t e l l me how c a l l i n g c r i s i s l i n e s f i t s 
i n t o t h e day. L i k e , what's g o i n g on f o r y o u when y o u c a l l ? 
What's y o u r r e a s o n s f o r c a l l i n g ? 

Callers Reactions - Likes and D i s l i k e s - about C r i s i s Lines 

3. Now t h a t we t a l k e d about y o u r u s u a l c a l l t o t h e c r i s i s l i n e , 
o v e r a l l . . . 

a. What do you l i k e about c r i s i s l i n e s ? 
b. How about t h e o t h e r s i d e ? What do y o u n o t l i k e about 

c r i s i s l i n e s ? 

Caller Recognition by Crisis Line 

4. I im a g i n e t h a t i f y o u have phoned a c r i s i s l i n e more t h a n 
once, w i t h any f r e q u e n c y , t h e w o r k e r s w o u l d b e g i n t o r e c o g n i z e 
you. Some p e o p l e may f i n d t h e r e c o g n i t i o n a r e l i e f . They f e e l 
more c o m f o r t a b l e w i t h someone t h a t knows them and n o t h a v i n g t o 
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r e p e a t t h e i r s t o r y . O t h e r s may f i n d t h e r e c o g n i t i o n a n n o y i n g . 
They even may f e e l t h r e a t e n e d because t h e y d i d n ' t want t o be 
r e c o g n i z e d . 

a. How do y o u f e e l when t h e y r e c o g n i z e you? 
b. How does t h e t e l e p h o n e w o r k e r r e s p o n d once he/she knows 

i t ' s you? 
c. How do you f e e l when t h e y don't r e c o g n i z e you? 
d. What d i f f e r e n c e s i n s e r v i c e do you n o t i c e when t h e 

w o r k e r s don't r e c o g n i z e you? 

Purpose in Telephoning Crisis Lines 

5. C r i s i s l i n e s h e l p t h o s e c a l l e r s i n c r i s i s o r d i s t r e s s cope and 
work t h r o u g h t h e i r p r oblems. O t h e r s , b e s i d e s t h o s e i n c r i s i s , 
a l s o t e l e p h o n e , perhaps f o r s u p p o r t o r c o n t a c t , p e r h a p s t o 
p r o b l e m - s o l v e w i t h a n o t h e r p e r s o n . 

a. G e n e r a l l y , what do you phone t h e c r i s i s l i n e f o r ? 

L i f e Changes and the Crisis Line 

6. C r i s i s l i n e s h e l p p e o p l e t h r o u g h t h e i r c r i s e s and p r o v i d e 
s u p p o r t t o c a l l e r s t h r o u g h d i f f i c u l t t i m e s . B e s i d e s t h i s , c r i s i s 
l i n e s hope t o encourage change i n t h e p e o p l e who c a l l . 

a. I n t h e t i m e you have been t e l e p h o n i n g c r i s i s c e n t r e s , how 
has y o u r l i f e changed? 

b. How have t h e c r i s i s l i n e s added t o y o u r l i f e changes? 

Helps and Hinders the Most from Crisis Lines 

7. P e o p l e phone c r i s i s l i n e s f o r many d i f f e r e n t r e a s o n s . O f t e n , 
t h e y have p r e s s i n g c o n c e r n s , o r t h e y r e a c h o u t f o r s u p p o r t i n a 
t i m e o f l o n e l i n e s s o r d i s t r e s s . These p e o p l e f i n d c r i s i s l i n e s 
h e l p f u l because o f t h e w o r k e r s t h a t l i s t e n and u n d e r s t a n d , 
p r o v i d e s u p p o r t , and h e l p f i n d s o l u t i o n s t o t h e i r p r o b l e m s . 
O t h e r s f i n d c r i s i s l i n e s f r u s t r a t i n g because t h e w o r k e r s o n l y 
want t o h e l p w i t h t h e c a l l e r s ' p r oblems. The w o r k e r s don't seem 
t o o f r i e n d l y o r w i l l i n g j u s t t o t a l k . F o r y o u r s e l f : 

a. What do you t h i n k h e l p s you t h e most f r o m c r i s i s l i n e s ? 
b. What do you f i n d n o t so h e l p f u l f r o m c r i s i s l i n e s ? 

Caller Preferences on Crisis Centres 

8. As you p r o b a b l y know, t h e r e i s more t h a n one c r i s i s l i n e i n 
t h e Lower M a i n l a n d and F r a s e r V a l l e y a r e a . Some p e o p l e f i n d i t 
u s e f u l t o c a l l some phone l i n e s o v e r o t h e r s because o f t h e 
s e r v i c e t h e y g e t , t h e w o r k e r s t h e y t a l k t o , o r j u s t p e r s o n a l 
l i k e s o r d i s l i k e s . 

a. Which c r i s i s l i n e s do y ou l i k e p honing? 
follow-up probe: What do they do that you l i k e phoning 

them? 
b. Which c r i s i s l i n e s don't you t a l k t o , o r don't f i n d 

u s e f u l phoning? 
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follow-up probe: What do they do (or have they done) that 
you don't find i t useful to call them? 

Crisis Line Changes to Serve the Caller Better 

9. a. How do you t h i n k c r i s i s l i n e s c o u l d change t o s e r v e y o u 
b e t t e r ? 

b. What do y ou t h i n k w o u l d be d i f f e r e n t i n y o u r l i f e i f 
t h e s e changes happen? 

Caller Contact with other Community Services 

10. We a p p r e c i a t e y o u r feedback on how c r i s i s c e n t r e s s e r v e you. 
Your r e t u r n u s e t e l l s us t h a t i n some way c r i s i s l i n e s a r e a n 
i m p o r t a n t p a r t o f y o u r p r e s e n t l i f e . S t i l l , we know t h a t c r i s i s 
c e n t r e s a r e n ' t t h e o n l y s e r v i c e s a v a i l a b l e i n t h e community. We 
know p e o p l e have d i f f e r e n t needs met b y o t h e r s e r v i c e s . 

a. B e s i d e s c r i s i s l i n e s , what o t h e r s e r v i c e s have you u s e d 
o r do y o u use i n t h e community? 

follow-up probes: (i) How much contact do you have with 
these other services? 

(ii) How did you find out about these services? 
b. C r i s i s l i n e s a r e a b i t l i k e c o u n s e l l i n g o r s u p p o r t o v e r 

t h e t e l e p h o n e . So, b e s i d e s t h e community s e r v i c e s you've 
mentioned, what has been y o u r e x p e r i e n c e w i t h c o u n s e l l i n g o r 
t h e r a p y ? 

. . .if yes. . .follow-up probes: (i) When was that? 
(ii) What problems did you deal with? 

c. How does t h e c r i s i s l i n e s e r v i c e d i f f e r f r o m t h e o t h e r 
s e r v i c e s y o u have u s e d o r a r e u s i n g ? 

B e f o r e I a s k y o u some q u e s t i o n s about y o u r l i f e e x p e r i e n c e s , a r e 
t h e r e any o t h e r comments y o u woul d l i k e t o add about c r i s i s 
l i n e s ? 

T h i s n e x t s e t o f q u e s t i o n s i s about y o u r own l i f e and 
e x p e r i e n c e s . The purpose i n t h e s e q u e s t i o n s i s t o h e l p c r i s i s 
l i n e s u n d e r s t a n d t h e d i f f e r e n t p e o p l e t h a t have u s e d t h e i r phone 
s e r v i c e s more t h a n once. 

I want t o g e t t o know c a l l e r s , l i k e y o u r s e l f , b y a s k i n g about 
y o u r background. T h i s i s n ' t meant t o be a b r a i n - p i c k i n g 
e x e r c i s e . You ca n answer t h e q u e s t i o n s w i t h as l i t t l e d e t a i l as 
you want. And you don't have t o answer any q u e s t i o n y o u f e e l 
u n c o m f o r t a b l e w i t h . 

A p e r s o n ' s b a c k g r o u n d i s i m p o r t a n t t o h e l p b e t t e r and t o s t a r t 
needed s e r v i c e s i n t h e community. To use a n example: 

I n t h e p a s t s c h o o l t e a c h e r s had n o t i c e d t h a t some s t u d e n t s f e l l 
a s l e e p i n c l a s s , a p p e a r e d d i s t r a c t e d , and d i d p o o r l y i n s c h o o l . 
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The o r i g i n a l t h o u g h t h e r e was t h a t t h e c h i l d r e n were j u s t bad 
s t u d e n t s . When we s t a r t e d a s k i n g about t h e i r background, we 
s t a r t e d t o see t h a t some o f t h e s e s t u d e n t s came t o s c h o o l w i t h o u t 
b r e a k f a s t . Hungry and l a c k i n g energy, t h e y f e l l a s l e e p and d i d 
p o o r l y . B r e a k f a s t and l u n c h programs were s t a r t e d t o f e e d t h e 
c h i l d r e n ... and t h e i r a t t e n t i o n and g r a d e s improved. W i t h o t h e r 
s t u d e n t s t h e y f o u n d l e a r n i n g d i f f i c u l t i e s . They c o u l d n ' t 
u n d e r s t a n d what was g o i n g on i n t h e c l a s s r o o m and became 
d i s t r a c t e d , b o r e d and g o t p o o r g r a d e s . When s p e c i a l h e l p and 
t e a c h e r s were u s e d t o d e a l w i t h t h e c h i l d r e n ' s l e a r n i n g p roblems, 
t h e s t u d e n t s a t t e n t i o n and g r a d e s improved. 

The example g i v e s t h e i d e a b e h i n d a s k i n g q u e s t i o n s about y o u r 
c u r r e n t l i f e and background. We a r e l o o k i n g t o u n d e r s t a n d y o u r 
c u r r e n t and p a s t l i f e e x p e r i e n c e s so t h a t phone s e r v i c e s may be 
improved o r changed o r new s e r v i c e s s t a r t e d t o meet y o u r needs. 

Support Network: Current Friends 

11. To s t a r t t o g e t t o know you b e t t e r , I w o u l d l i k e t o ask about 
what s u p p o r t y o u have. That i s , t h o s e p e r s o n s y o u t a l k t o , v i s i t , 
and s o c i a l i z e w i t h u s u a l l y . We know from t a l k i n g w i t h c a l l e r s 
t h a t p e o p l e o f t e n phone t h e c r i s i s l i n e when t h o s e t h e y t u r n t o 
f o r s u p p o r t a r e t i r e o f h e a r i n g t h e c a l l e r s ' d i f f i c u l t i e s . 
O t h e r s phone when t h e y f e e l t h e i r u s u a l s u p p o r t s won't u n d e r s t a n d 
o r w i l l j u d g e them. Some c a l l e r s phone t h e c r i s i s l i n e l o o k i n g 
f o r s u p p o r t because t h e y a r e away from f a m i l y and f r i e n d s , o r 
because t h e y l i k e b e i n g a l o n e o v e r h a v i n g many p e o p l e around. 
I'm i n t e r e s t e d i n t h o s e r e l a t i o n s h i p s y o u have w i t h y o u r f a m i l y 
and f r i e n d s . 

a. How many d i f f e r e n t p e o p l e do you see r e g u l a r l y ? 
follow-up probes: (i) Who are they? 

(ii) How often do you see them? 
(Hi) How would you describe your r e l a t i o n s h i p s with 

them? 
(iv) How much about yourself do you tell them? 
(v) What are a few of the things you do together? 

Support Network: Past Friendships 

12. I ' d l i k e t o t a l k about y o u r p a s t f r i e n d s h i p s f o r a b i t . 
a. How were y o u r r e l a t i o n s h i p s w i t h y o u r f r i e n d s ? 

Support Network: Family 

13. A p e r s o n ' s f a m i l y c a n be an e v e r y d a y s u p p o r t . L i k e w i s e , t h e y 
c a n be a m a j o r p a i n . 

a. When you t h i n k about y o u r p a r e n t s , y o u r b r o t h e r s and y o u r 
s i s t e r s , how much c o n t a c t do you have w i t h y o u r f a m i l y ? 

b. Where's y o u r f a m i l y now? 
c. How w o u l d you d e s c r i b e y o u r c u r r e n t r e l a t i o n s h i p s w i t h 
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y o u r p a r e n t s , b r o t h e r s and s i s t e r s ? 
f o l l o w - u p p r o b e s : ( i ) How do you f e e l about t h a t 

r e l a t i o n s h i p ? 
( i i ) What do y ou t h i n k about t h a t r e l a t i o n s h i p ? 

d. As y o u were g r o w i n g up, how woul d you d e s c r i b e t h e 
r e l a t i o n s h i p s i n y o u r f a m i l y ? 

Support Network: Current Relationships 

14. I ' d l i k e a s k about y o u r c u r r e n t r e l a t i o n s h i p s t o f i n d o ut 
about t h e s u p p o r t you have now. 

a. Do y ou have a s p e c i a l someone i n y o u r l i f e r i g h t now? 
. . . i f yes, probe: (i) What is that like? 

(ii) What do you enjoy about your current relationship? 
(iii) What are some challenges in your current 

relationship ? 
b. What p r e v i o u s r e l a t i o n s h i p s have y o u had? 
. . .if yes, probe: (i) What did you enjoy about these 

relationships? 
(ii) How were they challenging? 
(iii) What happened that these relationships ended? 

c. I f y o u have any c h i l d r e n , what i s y o u r r e l a t i o n s h i p w i t h 
them l i k e ? 

B e f o r e I a s k y o u a l i t t l e b i t more about y o u r f a m i l y background, 
a r e t h e r e any comments you w o u l d l i k e t o add about y o u r f r i e n d s 
o r f a m i l y s u p p o r t ? 

Okay, I ' d l i k e t o a s k some q u e s t i o n s a r o u n d y o u r f a m i l y 
background. I come from t h e b e l i e f t h a t what we a r e t o d a y , a t 
l e a s t a l i t t l e b i t , i s p a r t o f o u r f a m i l y background. The i d e a 
h e r e i s n ' t - t o blame anyone i n y o u r f a m i l y f o r a n y t h i n g h a p p e n i n g 
i n y o u r l i f e t o d a y . The i d e a i n a s k i n g about y o u r f a m i l y 
b a ckground i s t o u n d e r s t a n d y o u r b e t t e r , and, p e r h a p s , be a b l e t o 
adapt c r i s i s l i n e s e r v i c e t o h e l p you b e t t e r . 

The f a m i l y c a n be a s e n s i t i v e a r e a f o r some p e o p l e . I'm n o t 
l o o k i n g f o r s k e l e t o n s i n t h e c l o s e t . A l l I w o u l d l i k e i s t h a t 
i n f o r m a t i o n t h a t y o u a r e c o m f o r t a b l e g i v i n g . You don't have t o 
answer any q u e s t i o n you don't want t o . 

Changes in the Family 

15. Sometimes major changes i n o u r f a m i l y c a n g r e a t l y i n f l u e n c e 
f o r t h e good o r bad o u r f a m i l y l i f e . The changes c a n be v e r y 
d i s r u p t i v e , o r t h e y c a n b r i n g t h e f a m i l y c l o s e r t o g e t h e r . 

a. F o r y o u r s e l f , what were some major changes t h a t o c c u r r e d 
i n y o u r f a m i l y . ... l i k e b i r t h s , d e a t h s , s e v e r e i l l n e s s o r i n j u r y , 
m a r r i a g e s , s e p a r a t i o n s o r d e p a r t u r e s . . . . t h a t i n f l u e n c e s you? 

b. How d i d y o u r f a m i l y members r e a c t t o t h e s e changes? 
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Mental Health and Substance Misuse in the Family 

16. Sometimes when we have a f a m i l y member w i t h a m e n t a l i l l n e s s 
o r a l c o h o l o r o t h e r d r u g problem, t h e f a m i l y r e l a t i o n s h i p s c a n be 
thrown i n t o chaos. F i g h t s o v e r someone's d r i n k i n g . The m e n t a l l y 
i l l f a m i l y member a c t i n g o d d l y a r o u n d t h e home o r i n t h e 
neighbourhood. These e x p e r i e n c e s c a n have e f f e c t s on o t h e r 
f a m i l y members y e a r s a f t e r . 

a. What was t h e m e n t a l h e a l t h o f o t h e r f a m i l y members l i k e 
g r o w i n g up? 

. . .if yes. ..follow-up probe: (i) What was the affect 
of the mentally ill family member on the family? 

b. What has been y o u r e x p e r i e n c e w i t h a l c o h o l i s m o r d r u g 
a d d i c t i o n g r o w i n g up i n y o u r f a m i l y ? 

follow-up probes: (i) Who was the a l c o h o l i c or drug addict? 
(ii) How do you believe that has affected you today? 

c. What has been y o u r e x p e r i e n c e w i t h m e n t a l i l l n e s s o r 
a l c o h o l and o t h e r d r u g misuse i n y o u r f a m i l y t o d a y ? 

Would Have Liked, and Never Received 

17. One l a s t q u e s t i o n about y o u r f a m i l y - What w o u l d y o u have 
l i k e d f r o m y o u r f a m i l y y o u n e v e r r e c e i v e d ? 

B e f o r e I a s k y o u some q u e s t i o n s about y o u r h e a l t h , a r e t h e r e any 
comments y ou w o u l d l i k e t o add about g r o w i n g up i n y o u r f a m i l y ? 

The n e x t q u e s t i o n s I wo u l d l i k e t o a s k d e a l w i t h m e n t a l h e a l t h , 
a l c o h o l and o t h e r d r u g use, and s u i c i d e . These c a n be s e n s i t i v e 
i s s u e s f o r some p e o p l e . I w o u l d l i k e o n l y t h a t i n f o r m a t i o n 
y o u ' r e c o m f o r t a b l e t a l k i n g about. P l e a s e don't answer a n y t h i n g 
you don't want t o . 

Mental Health 

18. C r i s i s l i n e s r e g u l a r l y r e f e r c a l l e r s t o o t h e r s e r v i c e s i n t h e 
community. A l s o , community s e r v i c e s s u c h as d o c t o r s , m e n t a l 
h e a l t h , a l c o h o l and d r u g programs, e t c e t e r a , w i l l recommend t o 
t h e i r c l i e n t s c r i s i s l i n e s as a p l a c e f o r between appointment 
s u p p o r t . 

We know from e x p e r i e n c e and r e s e a r c h w i t h c a l l e r s t h a t many 
p e o p l e u s i n g c r i s i s l i n e s have had p r e v i o u s c o n t a c t w i t h m e n t a l 
h e a l t h . They a l s o c o u l d be u s i n g m e n t a l h e a l t h s e r v i c e s 
p r e s e n t l y . We u n d e r s t a n d t h a t sometimes up t o t h r e e q u a r t e r s o f 
ou r c a l l e r s c a n be e x p e r i e n c i n g some t y p e o f m e n t a l i l l n e s s -
from p a n i c a t t a c k s , t o d e p r e s s i o n , t o s c h i z o p h r e n i a . Knowing a 
c a l l e r ' s m e n t a l h e a l t h b ackground r e a l l y c a n h e l p c r i s i s l i n e s 
g i v e more u s e f u l s e r v i c e t o t h e i n d i v i d u a l . 

a. What t y p e o f m e n t a l h e a l t h s u p p o r t a r e you u s i n g ? 
follow-up probes: (i) What type of treatment and 
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medications are you getting? 
(ii) What is that for? 

b. What has been y o u r p r e v i o u s e x p e r i e n c e w i t h m e n t a l h e a l t h 
s e r v i c e s ? 

follow-up probe: (i) What was that for? 

Suicide 
19. C r i s i s c e n t r e s o f t e n were s t a r t e d t o h e l p t h o s e p e o p l e 
f e e l i n g s u i c i d a l . We know from r e s e a r c h and e x p e r i e n c e w i t h 
c a l l e r s t h a t many p e o p l e t e l e p h o n i n g c r i s i s l i n e s a r e s u i c i d a l o r 
have been s u i c i d a l i n t h e p a s t . 

a. How o f t e n have you t e l e p h o n e d t h e c r i s i s l i n e f e e l i n g 
s u i c i d a l ? 

b. Have y o u e v e r a t t e m p t e d s u i c i d e ? 
... . i f " yes, probes: (i) When was that? 
(ii) What were the circumstances around your suicide 

attempt? 
(iii) What type of help did you receive at the time? 

I w o u l d l i k e t o t a l k about a l c o h o l and o t h e r d r u g u s e n e x t . 
A g a i n , t h i s c a n be a s e n s i t i v e a r e a f o r some. You don't have t o 
answer any q u e s t i o n you don't want t o . P l e a s e j u s t g i v e what 
i n f o r m a t i o n y o u ' r e c o m f o r t a b l e g i v i n g . 

Alcohol and Other Drug Use 

20. A l c o h o l and o t h e r d r u g use i s v e r y common among p e o p l e , and 
c a l l e r s t o c r i s i s l i n e s a r e no d i f f e r e n t . F r e q u e n t l y p e o p l e 
t e l e p h o n e t h e c r i s i s l i n e h a v i n g had some a l c o h o l o r drugs 
b e f o r e h a n d . Some o f t h e s e p e o p l e don't t h i n k t h e i r a l c o h o l o r 
dr u g use i s a problem. O t h e r c a l l e r s w o r r y about t h e i r use o f 
drugs o r a l c o h o l . 

a. What do y ou t h i n k about y o u r a l c o h o l and o t h e r d r u g use? 
b. What t y p e o f d i f f i c u l t i e s have y o u had fr o m u s i n g drugs 

o r a l c o h o l ? 

A r e t h e r e any o t h e r comments you w o u l d l i k e t o add about y o u r 
w e l l - b e i n g o r h e a l t h ? 

Final comments 

I s t h e r e a n y t h i n g e l s e t h a t y o u w o u l d l i k e t o add now t h a t we a r e 
c l o s i n g t h e i n t e r v i e w ? 

Ending Protocol 

Thanks a l o t f o r y o u r h e l p . 

Would you be i n t e r e s t e d i n t a l k i n g about y o u r i n t e r v i e w once i t 
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was done up? I c o u l d c a l l y o u back o r y ou c o u l d c a l l me back. I 
would r e a d y o u a summary o f t h e i n t e r v i e w . That way you c o u l d 
h e a r what y o u s a i d and i f i t was r i g h t . 

> If yes, schedule a call back time. Negotiate date and time as 
necessary. 

«options box» 
* 

. . .for caller call back... 

Okay, y o u c a n c a l l me back on Tdatel a t T t i m e l . The t e l e p h o n e 
number w i l l be 856-4274. 

...and continue with protocol outside options box. 

. . .for interviewer call back... 

Okay, c a n I c a l l y ou back on f d a t e l a t TtimeT ? 

Once scheduled... 

What number c a n I r e a c h you a t ? 

. . .and record telephone number with date and time. . . 

. . .and continue with protocol outside options box. 

> If no. . .and to continue. . . . 

Okay. Would y o u be i n t e r e s t e d i n f i n d i n g o u t how t h e s t u d y 
t u r n e d o u t ? 

If yes. . . 

Good. You c a n phone back i n O c t o b e r t o me, R i c h a r d Kramer, a t 
856-4274, my home, o r 534-7921, my work. I ' l l t e l l y o u how i t 
t u r n e d o u t . 

If no.... 

I want y o u t o know, i f you phone o t h e r c e n t r e s , o t h e r c r i s i s 
l i n e s a r e a s k i n g c a l l e r s t o p a r t i c i p a t e i n t h i s s t u d y as w e l l . 
I ' m t e l l i n g y o u t h i s so t h a t y o u know t h a t y o u may be a s k e d 
a g a i n . 

And one l a s t t h i n g b e f o r e I go. I f you have any c o n c e r n s o v e r 
what y o u s a i d i n t h e i n t e r v i e w , o r f e e l u n c o m f o r t a b l e o r u p s e t by 
how t h e i n t e r v i e w went, p l e a s e c o n t a c t me, R i c h a r d Kramer, a t 
856-4274, my home, o r 534-7921, my work. I'm t h e r e s e a r c h p e r s o n 
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and r e s p o n s i b l e f o r t h e s t u d y , n o t t h e c r i s i s l i n e s . I'm 
a v a i l a b l e t o h e l p y o u w i t h y o u r c o n c e r n s and unease. 

A g a i n , t h a n k s a l o t . I r e a l l y e n j o y e d g e t t i n g t o know you. Your 
h e l p w i t h t h i s s t u d y i s v e r y much a p p r e c i a t e d . Take c a r e . 
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A p p e n d i x F 

I n i t i a l Codes 
DESCRIPTION CODE QUESTION 
THE CALL OR CALLING [CALL] can be thru out 
CALL: FREQUENCY OR REGULARITY CALL-FRQ 1 a b. 
CALL: ORIGINS OR START CALL-ORG 1 c d. 
CALL: ISSUES CALLER PHONING WITH CALL-REAS 2 
CALL: CALLER RECEIVING FROM CRISIS LINES CALL-GETS 5 a 
THE CRISIS LINES [LN] can be thru out 
LN: CALLER LIKES, FINDS HELPFUL OR LN-POS 3 a , 7.a., 8 a 

POSITIVE 3 b , v.b., 8 b LN: CALLER DISLIKES,FINDS HINDERING OR LN-NEG 
NEGATIVE 3 7., 8. 

LN: CALLER HAS NEUTRAL OR UNCERTAIN LN-MIX 
REACTION REGARDING 9 a 

LN: HOW THE CRISIS LINES COULD CHANGE LN-CHNG 9 a 
FOR THE PUBLIC LN-CHNG/PUB 9 a 
FOR THE CALLER SOLELY LN-CHNG/PRIV 10. c. 

LN: HOW CRISIS LINES ARE DIFFERENT FROM LN-DIFF 
OTHER SERVICES 3 a , 7.a., 8 .a 

LN: CALLERS' REACTIONS TO POSITIVE LN-POS/REAC 
EXPERIENCE WITH CRISIS LINES 3 b , 7.b., 8 .b 

LN: CALLERS' REACTIONS TO NEGATIVE LN-NEG/REAC 
EXPERIENCE WITH CRISIS LINES 9 b 

LN: HOW CALLERS' LIFE WOULD BE DIFFERENT LN-CHNG/LIFE 
IF CRISIS LINES CHANGED 

RECOGNITION OF THE CALLER BY CRISIS [KNOW] 4 
LINES OR THE TELEPHONE WORKER 
KNOW: POSITIVES OF RECOGNITION KNOW-POS 4 a b.c. 
KNOW: NEGATIVES OF RECOGNITION KNOW-NEG 4 a b. 
KNOW: POSITIVES OF NOT BEING RECOGNIZED KNOW-NOT/POS 4 c 
KNOW: NEGATIVES OF NOT BEING RECOGNIZED KNOW-NOT/NEG 4 c 
KNOW: DIFFERENCES BETWEEN THE TIMES KNOW-DIFF 4 d 

RECOGNIZED AND TIMES NOT 
THE CALLERS' LIFE [LIFE] can be thru out 
LIFE: HOW CALLER'S LIFE HAS CHANGED LIFE-CHNG 6 a 

SINCE PHONING CRISIS LINES 
LIFE: HOW CRISIS LINES CONTRIBUTED TO LIFE-CHNG/LN 6 b 

THESE LIFE CHANGES 
LIFE: HOW OTHER SERVICES HAVE LIFE-CHNG/OTH 6 

CONTRIBUTED TO THOSE LIFE CHANGES 
LIFE: HOW OR WHERE THE CALLER'S LIFE IS LIFE-STCK can be thru out 

STUCK 
LIFE: HOW CALLER HOPES LIFE WILL CHANGE LIFE-CHNG/FUT can be thru out 
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DESCRIPTION CODE QUESTIONS 
CALLER'S SOCIAL SUPPORT NETWORK OF [NET] 11, 12 
FRIENDS 
NET: CALLER'S SOCIAL AND SUPPORT NET-REL 11. a . ( i ) ( i i i ) ( i v 

NETWORK, AND RELATIONSHIPS WITH 
THOSE FRIENDS 12. a. 

NET: RELATIONSHIPS WITH FRIENDS IN PAST NET-REL/HX 11. a.(ii) 
NET: FREQUENCY OF CONTACT WITH SOCIAL NET-FRQ 

AND SUPPORT NETWORK 
CALLER'S FAMILY [FM] 13, 15, 16, 17 
FM: RELATIONSHIPS IN FAMILY FM-REL 13. a.b.c. 
FM: RELATIONSHIPS IN FAMILY IN PAST FM-REL/HX 13. d. 
FM: MENTAL HEALTH/ILLNESS OF FAMILY FM-MHTH 16. c. 

MEMBERS 
FM: MENTAL HEALTH/ILLNESS OF FAMILY FM-MHTH/HX 16. a. 

MEMBERS IN PAST 
FM: VERBAL, EMOTIONAL, PHYSICAL, SEXUAL FM-ABU 15 and thru out 

ABUSE AND NEGLECT IN FAMILY 
FM: ALCOHOL AND OTHER DRUG USE IN FAMILY FM-A&D 16 c. 
FM: ALCOHOL AND OTHER DRUG USE IN FAMILY FM-A&D/HX 16 b. 

IN PAST 
FM: WHAT CALLER NEVER GOT FROM FAMILY FM-NOT 17 
FM: CHANGES IN FAMILY AS GROWING UP FM-CHNG 15 a. 
FM: FAMILY'S REACTIONS TO CHANGES FM-CHNG/REAC 15 b. 
CALLER'S SPECIAL OR SIGNIFICANT OTHER [SOT] 14 
SOT: RELATIONSHIP WITH SPECIAL OTHER SOT-REL 14 a. 
SOT: PAST RELATIONSHIPS WITH SPECIAL SOT-REL/Hx 14 b. 

OTHERS 
SOT: NO CURRENT SPECIAL OTHER SOT-NOT 14 a. 
SOT: ABUSE BY SPECIAL OTHER SOT-ABU 14 and elsewhere 
CALLER'S CHILDREN [CHLD] 14 c. 
CHLD: RELATIONSHIP WITH CHILD(REN) CHLD-REL 14 c. 
CHLD: NO CHILDREN CHLD-NOT 14 c. 
CHLD: PAST RELATIONSHIP WITH CHILD(REN) CHLD-REL/HX 14 c. 
THERAPY OR COUNSELLING [THPY] 10 
THPY: POSITIVE EXPERIENCES WITH THERAPY THPY-POS 10 b. 

OR COUNSELLING 
THPY: NEGATIVE EXPERIENCES WITH THERAPY THPY-NEG 10 b. 

OR COUNSELLING 
THPY: FREQUENCY OF CONTACT WITH THERAPY THPY-FRQ 10 a.b. 

OR COUNSELLING 
THPY: HOW THERAPY OR COUNSELLING DIFFERS THPY-DIFF/LN 10 c. 

FROM CRISIS LINES 
THPY: THERAPEUTIC ABUSE THPY-ABU 10 and elsewhere 



DESCRIPTION 
CALLER'S EXPERIENCE WITH MENTAL HEALTH 
MHTH: 
MHTH 
MHTH 
MHTH 

CALLER'S MENTAL HEALTH AND 
EXPERIENCE 
PAST EXPERIENCES WITH MENTAL 
HEALTH 
FREQUENCY OF CONTACT WITH MENTAL 
HEALTH 
HOW MENTAL HEALTH DIFFERS FROM 
CRISIS LINE 

CALLER'S PHYSICAL HEALTH OR EXPERIENCES 
WITH MEDICAL SERVICES 
PHTH 
PHTH 
PHTH 

CALLER'S PHYSICAL HEALTH AND 
EXPERIENCE 
PAST EXPERIENCES WITH PHYSICAL 
HEALTH 
FREQUENCY OF CONTACT WITH HEALTH 
SERVICES 

CALLER'S CONTACT WITH OTHER COMMUNITY 
SERVICES 
COMY: CALLER'S EXPERIENCE WITH OTHER 

COMMUNITY SERVICES 
COMY: FREQUENCY OF CONTACT WITH THESE 

SERVICES 
SUICIDE 
SUI: FREQUENCY OF SUICIDAL THOUGHTS AND 

FEELINGS 
SUI: SUICIDE ATTEMPTS 
CALLER'S ALCOHOL AND OTHER DRUG USE 
A&D: (^LLER'S PERSONAL EXPERIENCES WITH 

ALCOHOL AND OTHER DRUG USE 

CODE 
[MHTH] 
MHTH 
MHTH-HX 

MHTH-FRQ 
MHTH-DIFF/LN 

[PHTH] 

PHTH 
PHTH-HX 

PHTH-FRQ 

[COMY] 

COMY-OTH 
COMY-OTH/FRQ 

[SUI] 
SUI-FRQ 
SUI-HX 

[A&D] 
A&D 

QUESTION 
10, 18 
10.a.b., 18. 
18. b. 
10.a.(i), 18 
10.c. 

10 

10.a. 
10. a. 
10.a.(i) 

10.a. 

10. a. 
10.a.(i) 

19 
19. a. 
19. b. 
20 
20. a.b. 
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A p p e n d i x G 

P a t t e r n Codes 

CODES DESCRIPTION 

VICTIM VICTIMIZATION: T h i s i n c l u d e s t h o s e i n c i d e n t s where 
t h e c a l l e r s a r e a c t u a l l y p h y s i c a l l y , v e r b a l l y o r 
e m o t i o n a l l y abused b y f a m i l y , s p e c i a l o t h e r s o r 
h e l p i n g p r o f e s s i o n a l s . T h i s a l s o i n c l u d e s where 
t h e c a l l e r s a r e n e g l e c t e d . A l s o , t h i s i n c l u d e s 
t h o s e c i r c u m s t a n c e s where t h e c a l l e r s a r e u n a b l e 
t o g e t what t h e y need, o r d e n i e d a s e r v i c e , o r 
have some s e r v i c e f o r c e d on them because o f t h e i r 
r e a l o r p e r c e i v e d l a c k o f power i n t h e s i t u a t i o n . 

ESTEEM SELF-ESTEEM BUILDING/ EMPOWERMENT: T h i s 
encompasses t h o s e q u a l i t i e s and i n t e r a c t i o n s t h a t 
t h e c a l l e r s have phone w o r k e r s , p r o f e s s i o n a l s and 
s i g n i f i c a n t o t h e r s i n t h e i r l i v e s w h i c h enhance 
t h e i r s e l f - e s t e e m and empower them t o h e a l t h i e r 
l i v i n g . F o r example: v a l i d a t i o n , a c c e p t a n c e , 
acknowledgement o f them and t h e i r e x p e r i e n c e , 
i n f o r m a t i o n and r e f e r r a l s , b r a i n - s t o r m i n g and new 
p e r s p e c t i v e s on t h e i r c o n c e r n s . T h e i r a c t i o n s 
i m p l y empowerment and esteem when t h e y a r e a b l e t o 
stand-up f o r t h e m s e l v e s ; t a k e a c t i o n s w h i c h 
improve t h e i r p h y s i c a l , m e n t a l o r e m o t i o n a l 
h e a l t h ; and chose h e a l t h i e r , l e s s dependent 
r e l a t i o n s h i p s f o r them s e l v e s . 

LONELY ISOLATION: T h i s i n c l u d e s t h e c a l l e r s e x p r e s s i o n s 
o f l o n e l i n e s s and i s o l a t i o n f r o m o t h e r s due t o 
t h e i r p h y s i c a l o r f i n a n c i a l l i m i t a t i o n s , t h e i r 
l a c k o f a p p r o p r i a t e s o c i a l s k i l l s t o engage t h e i r 
s u p p o r t network o f f a m i l y o r f r i e n d s , and t h e i r 
e m o t i o n a l o r m e n t a l c h a l l e n g e s . The i s o l a t i o n 
t h e y have e x p e r i e n c e d i s shown i n t h e a b u s i v e and 
d y s f u n c t i o n a l f a m i l i e s t h a t t h e y have grown up i n 
w h i c h hamper t h e i r c o n n e c t i o n s w i t h t h e f a m i l y and 
a s o c i a l network. Where t h e i r f a m i l i e s and o t h e r s 
a r e n o t a v a i l a b l e t o them, t h e c a l l e r s a r e 
i s o l a t e d . 
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CODES DESCRIPTION 
CONNECT CONNECTION: T h i s encompasses t h e c a l l e r s b u i l d i n g 

r e l a t i o n s h i p s and c o n n e c t i n g w i t h o t h e r s , l i k e 
f r i e n d s , c r i s i s l i n e s , f a m i l y members, and h e l p i n g 
p r o f e s s i o n a l s . C o n n e c t i n g w i t h o t h e r s i s shown 
t h r o u g h h a v i n g f r i e n d s h i p s and s o c i a l t i m e w i t h 
o t h e r s and h a v i n g c o n v e r s a t i o n and b e i n g l i s t e n e d 
t o b y h e l p e r s . Rapport and c o n t a c t i s t h e r e i n 
t h e r e l a t i o n s h i p w i t h t h e f r i e n d , f a m i l y o r 
p r o f e s s i o n a l . A l s o , c o n n e c t i o n i s i m p l i e d b y t h e 
c a l l e r s b e i n g e m o t i o n a l l y u n d e r s t o o d and 
u n d e r s t o o d g e n e r a l l y , and where t h e y s h a r e s i m i l a r 
e x p e r i e n c e s w i t h h e l p e r s . 




