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Executive summary
About this report 
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 
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Kids Helpline today 
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 

Kids Helpline counselling and support service 



Contact characteristics 
Current period 

 
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Trends in contact characteristics 
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Contacts by type of help-seeking 



Current period 
 

Trends in type of help-seeking 
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Medium of contact 
 
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Issues for which children and young people most commonly sought counselling  
Current period 
 

o 

o 

o 

o 

o 
o 
o 
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 
o 
o 



Trends in client concern 
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Sub-categories of the main concerns clients contact the service about 

 
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 

 

o 

o 

Trends in client concern 

 



Referral to further support and duty-of-care interventions 

Current period 
 

 

Trends in duty-of-care interventions 
 

o 

o 

Counselling contacts about cyber-safety issues 

 
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 

o 
o 

 

o 
o 
o 
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Kids Helpline self-help resources 



Service demand  
 

 

 

 

Key concerns of website visitors  

Demand for Issues Articles on various topics 

 
o 

o 

o 

 
o 

o 

o 
o 

 
o 
o 

 
o 
o 

“Star” ratings of Issues Articles 

o

o

o

o



 

Evaluation and perceived impact of Issues Articles  

 

 

Referrals from other websites 

 

 

Comics – suicide and child abuse 

App library 

 



KHL Circles 

Niggle App 

Kids Helpline @ School program 

 

 

 



 

 

Kids Helpline @ High School program 

Kids Helpline annual counselling client satisfaction and outcome 
survey  

Methodology 

Key findings 
Sample 



Type of engagement with Kids Helpline in the last 12 months 

Perceived impact of Kids Helpline counselling and support service 

 
 
 

 

Counselling quality and approach 

 
 
 

Overall satisfaction 

 

 



Key themes arising from this report 

Theme 1  Kids Helpline consistently implements its model of support for children and 
young people 

 

o 
o 
o 

 
o 

o 

o 

Theme 2  Kids Helpline helps children and young people develop their capability for 
self-management and autonomy in dealing with their issues 

 

o 

o 

 
o 

 
 
 
 

o 

 
 
 
 

 



Theme 3  Kids Helpline is a key support for children and young people in relation to 
emotional wellbeing, mental health, suicide, and family relationship issues. 

 

 

 

 

Theme 4 Contact attempts continue to show a decline in preference for phone and an 
increase in e-mediated modes of contacting the service, especially webchat 



 

 

 

Theme 5 Kids Helpline’s provision of a web-mediated resource suite through its 
website serves contemporary children and young people’s independent help-
seeking 

 

 

 

 

 



1. Introduction  

1.1  What is Kids Helpline?  

1.2  What this report is about and who it is for  



 

 

 

 

 

 

1.3  Where to get more information  

http://www.yourtown.com.au/


2. Kids Helpline today  

2.1  Overview of scope and focus  





Figure 1. Contacts responded to by Kids Helpline – 1991 to 2018 

2.1.1  Meeting demand  



Figure 2: Demand and Response 



Figure 3: Summary of demand, response, response rates ("answered rate") – by medium – and totals (with 
and without phone EDOs included in the denominator) 

 



2.2 Kids Helpline’s role in supporting and protecting young people 
in Australia  

2.2.1 Program theory  

Kids Helpline’s therapeutic framework 

 
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 
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 

 

 

 

 



2.2.2 At a systemic level  

 

 

 

Providing a safety net 
National virtual service with ‘no wrong door’ 

Portal into specialist support systems  



‘Giving voice’ to children and young people 

Figure 4: Advocacy for children and young people 



2.3 Summary 

 

 

 

 



3. Kids Helpline counselling and support service 

 

 

 

 

 

 

3.1  Contact characteristics 

3.1.1  Kids Helpline’s Record-a-Contact database 



Figure 5. Kids Helpline contacts in 2018 

 



3.1.2  Contact characteristics in 2018 

 

 

 

 

 

 

Table 1. Characteristics of 2018 Kids Helpline contacts 
aged 5-25 years1 
  

Contact characteristics 
2018 

(N = 143,481) 
n col. % 

Gender   
Female 79,404 77% 

Male 21,918 21% 
Intersex, trans & gender-diverse  2,467 2% 

Total 103,789 100% 
Unknown 39,692  

Age group   
5-12 years 12,596 13% 

13-18 years 53,788 56% 
19-25 years 30,443 31% 

Total 96,827 100% 
<26 but age unknown 46,654  

Cultural background2   
Aboriginal &/or TSI 1,354 4% 

CALD 13,138 37% 
Neither Aboriginal and/or Torres Strait 

Islander nor CALD 20,883 59% 
Total 35,375 100% 

Unknown 108,106  
State   

ACT 3,408 3% 
NSW 41,423 32% 

NT 1,149 1% 
QLD 25,439 20% 

SA 8,615 7% 
TAS 4,483 3% 
VIC 33,009 26% 
WA 10,638 8% 

Total 128,164 100% 
Unknown 15,317  

Remoteness   
Major Cities 46,689 76% 

Inner Regional 10,399 17% 
Outer Regional/Remote 4,697 8% 

Total 61,785 100% 
Unknown 81,696  

Relationship with Kids Helpline   
First contact 26,643 37% 

Occasional/Ongoing support 45,236 63% 
Total 71,879 100% 

Unknown 71,602  
Medium of contact   

Phone 91,135 64% 
Web chat 39,927 28% 

Email 12,419 9% 
Total 143,481 100% 

1. Where column percentages sum to more or less than 100%, this is due to 
rounding.  
2. CALD = culturally and linguistically diverse. 



Table 2. Proportional state breakdown of 2018 Kids Helpline contacts aged 5-25 years compared with 
Australian population estimates at 30/6/2018 

State 
Kids Helpline contacts 
aged 5-25 years 2018 

Australian residents aged 
5-25 years1 

n col. % N (‘000) col. % 
ACT 3,408 3% 118 2% 

NSW 41,423 32% 2,126 32% 
NT 1,149 1% 71 1% 

QLD 25,439 20% 1,393 21% 
SA 8,615 7% 448 7% 

TAS 4,483 3% 134 2% 
VIC 33,009 26% 1,737 26% 
WA 10,638 8% 692 10% 

Total 128,165 100% 6,602 100% 
Unknown 15,317    

1. Population estimates from Australian Bureau of Statistics – Population by Age and Sex Tables. 

3.1.3  Trends in contact characteristics 

Gender 

Figure 6. Proportional gender breakdown of Kids Helpline contacts aged 5-25 years – by year (2007-2018, 
where gender is recorded)1 

1. From 2007 to 2018, gender data were available for 59% of Kids Helpline contacts aged 5-25 years. Data for intersex, trans and gender-diverse 
category only collected from 1 January 2015. 

 

 

<1% 1% 2% 2%
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Age group 

 

 

 

Figure 7. Proportional breakdown of age group of Kids Helpline contacts aged 5-25 years – by year (2007-
2018, where age is recorded)1  

1. From 2007 to 2018, age data were available for 44% of Kids Helpline contacts aged 5-25 years. 

Cultural background 

 

 

 
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Figure 8. Proportional breakdown of cultural background of Kids Helpline contacts aged 5-25 years – by 
year (2007-2018, where culture is recorded)1  

1. From 2007 to 2018, cultural background data were available for 20% of Kids Helpline contacts aged 5-25 years. 

Location 

 

 

 
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65%
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Figure 9. Proportional breakdown of remoteness classification of Kids Helpline contacts aged 5-25 years – 
by year (2007-2018, where location is recorded)1  

1. From 2007 to 2018, postcode data were available for 23% of Kids Helpline contacts aged 5-25 years. 

Relationship with service 

 

 

Figure 10. Proportional breakdown of Kids Helpline contacts aged 5-25 years according to type of support 
relationship with the service: first contact or occasional/ongoing support – by year (2007-2018, where 
relationship type is recorded)1 

1. From 2007 to 2018, relationship with the service was recorded for 33% of Kids Helpline contacts aged 5-25 years. 
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3.1.4  Summary 

 

 

 

 

3.2  Contacts by type of help-seeking 

 

 

3.2.1  Counselling and non-counselling contacts in 2018 



Figure 11. Proportional breakdown of Kids Helpline contacts aged 5-25 years according to type of 
interaction with the service: counselling or information/referral support – by year (2007-2018).1 

3.2.2  Trends in help-seeking – counselling versus non-counselling support  

Figure 12. Type of assistance sought: counselling versus non-counselling contacts (all ages, (2012-2018) 

1. Data presented in this figure are sourced from Kids Helpline’s Record-a-Contact database.  
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3.2.3  Trends in help-seeking – types of non-counselling contacts 

 

 

 

 

 

 

 

 

 

 

 

 



Figure 13. Relative frequencies of non-counselling contacts aged 5-25 years by year (2012-2018) 

3.2.4  Summary 

3.3  Medium of contact 

3.3.1  Phone, web chat and email contacts in 2018 

3.3.2  Trends in medium of contact 

 

 
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 

Figure 14. Percentage of Kids Helpline counselling contacts aged 5-25 years – medium of contact by year 
and type of help-seeking (2012-2018)1 

1. Population sizes as follows: Information/referral/other contacts – N(2012) = 206,140, N(2013) = 155,015, N(2014) = 139,045, N(2015) = 135,076, 
N(2016) =88,628, N (2017) = 88,482, N (2018) = 76,217. Counselling contacts – N(2012) = 71,298, N(2013) = 72,416, N(2014) = 69,959, N(2015) = 
70,210, N(2016) = 66,963, N(2017) = 66,386, N (2018) = 67,264. Where stacked bar percentages sum to more or less than 100%, this is due to 
rounding. 

Figure 15. Percentage of Kids Helpline counselling contacts aged 5-25 years – medium of contact (phone 
versus e-mediated) by year (2012-2018)1 

1. Population sizes as follows: Counselling contacts – N(2012) = 71,298, N(2013) = 72,416, N(2014) = 69,959, N(2015) = 70,210, N(2016) = 66,963, 
N(2017) = 66,386, N (2018) = 67,264. Where stacked bar percentages sum to more or less than 100%, this is due to rounding. 
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Figure 16. Percentage of Kids Helpline counselling contacts aged 5-25 years – medium of contact by year 
(2000-2018) 

Figure 17: Trends in contact attempts 2012-20181 

1Dotted line is sum of proportions for email and web counselling service modes. 

3.3.3  Summary 
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 

 

 



3.4  Issues for which children and young people most commonly 
sought counselling support 

 

 

 

 

 

3.4.1  All counselling contacts 

 

 

 

 

 

 

 

 
 



Figure 18. Most frequently recorded concerns of 2018 Kids Helpline counselling contacts aged 5-25 years 
(N = 67,264)1 

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%.  

3.4.2  By age group 

 . 

 
 . 

 . 
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 

 

 

 

Figure 19. Most frequently recorded concerns of 2018 Kids Helpline counselling contacts aged 5-25 years – 
by age group (sorted in descending order of frequency of concerns nationally in 2018)1 

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%.  
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3.4.3  By gender 

Figure 20. Most frequently recorded concerns of 2018 Kids Helpline counselling contacts aged 5-25 years – 
by gender (sorted in descending order of frequency of concerns nationally in 2018)1,2 

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%.  2. Included in top 12 listed are 
concerns in the top 5 for any particular gender group not otherwise included if the listing done only on national figures (thus the inclusion of 
“gender/sex identification which is a key concern for one gender group). 
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 

3.4.4  By age group and gender 
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o 
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o 
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o 



Figure 21. Most frequently recorded concerns of 2018 Kids Helpline counselling contacts aged 5-25 years – 
by age group and gender (sorted in descending order of frequency of concerns nationally in 2018)1 

3.4.5  By cultural background 
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Figure 22. Most frequently recorded concerns of 2018 Kids Helpline contacts aged 5-25 years – by cultural 
background (sorted in descending order of frequency of concerns nationally in 2018)1, 2 

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%.  
2.** Interpret data for Aboriginal and/or Torres Strait Islander contacts with caution. These contacts comprise a very small subgroup of Kids Helpline 
counselling contacts. Moreover, the data presented pertain to contacts, not individuals, such that multiple contacts may be received from a single 
individual. Accordingly, the data presented here in relation to Aboriginal and/or Torres Strait Islander contacts may not be representative of the 
population of Kids Helpline service users from Aboriginal and/or Torres Strait Islander backgrounds.  

 
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3.4.6  By remoteness 

 
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Figure 23. Most frequently recorded concerns of 2018 Kids Helpline contacts aged 5-25 years – by 
remoteness (sorted in descending order of frequency of concerns nationally in 2018) 1 

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%.  

3.4.7  Trend analysis of client concerns 
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Figure 24. Relative frequency of the most frequently recorded concerns of Kids Helpline counselling 
contacts aged 5-25 years – by year (2012-2018)1  

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%.  
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Figure 25. Relative frequency of the most frequently recorded main concerns of Kids Helpline counselling 
contacts aged 5-25 years – by year (1997-2018)  

1. Data provided for the seven most common of 14 continuous concern categories from 1997-2018. 
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3.4.9  Sub-categories of Counselling Concerns 

3.4.10  Sub-categories of Top 4 Counselling Concerns 

Figure 26. Relative frequencies of sub-categories for the main concern “suicide” (Kids Helpline counselling 
contacts aged 5-25 years) – by year (2012-2018)1  

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%. Numbers in brackets represent the 
unique code for each sub-category, not a count.  
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Figure 27. Relative frequencies of sub-categories for the main concern “mental health” (Kids Helpline 
counselling contacts aged 5-25 years) – by year (2012-2018) 1  

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%. Numbers in brackets represent the 
unique code for each sub-category, not a count. 

Figure 28. Relative frequencies of sub-categories for the main concern “emotional wellbeing” (Kids 
Helpline counselling contacts aged 5-25 years) – by year (2012-2018)1  

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%. Numbers in brackets represent the 
unique code for each sub-category, not a count. 
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Figure 29. Relative frequencies of sub-categories for the main concern “family relationships” (Kids Helpline 
counselling contacts aged 5-25 years) – by year (2012-2018)1  

1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%. Numbers in brackets represent the 
unique code for each sub-category, not a count. 

Suicide Suicidal thoughts or fears (543)  

Mental health 
Seeking support and/or strategies to manage established disorder or 
diagnosis (416) 

Emotional 
wellbeing 

Exploring or recognising themes/patterns in their thoughts or feelings 
(273) 

Family  
 Wanting more attachment/connection/time/acceptance/ 
understanding/ affection (103) 

Relationships2  Conflict or arguments with parent or parents (104) 
1 The numbers in brackets after each sub-category label uniquely identify each subcategory.  
2 Because for family relationships there are two almost equally frequently occurring sub-categories, but of these will be 
reported in the subsequent analyses. 

3.4.11 By Age Group 
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Figure 30. Relative frequencies of target sub-categories for the main concerns “suicide”,  “mental health”, 
“emotional wellbeing” and “family relationships” (Kids Helpline counselling contacts aged 5-25 years) – by 
age group (2018).  

3.4.12 By Gender 
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Figure 31. Relative frequencies of target sub-categories for the main concerns “suicide”,  “mental health”, 
“emotional wellbeing” and “family relationships” (Kids Helpline counselling contacts aged 5-25 years) – by 
gender1  (2018).  
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1. Due to the infrequency of occurrence of contacts coded as Intersex, Trans and Gender Diverse in the Gender variable only those coded “Male” or 
“Female” are included. 

3.4.13 By Age Group and Gender 
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Figure 32. Relative frequencies of target sub-categories for the main concerns “suicide”,  “mental health”, 
“emotional wellbeing” and “family relationships” (Kids Helpline counselling contacts aged 5-25 years) – by 
age group and gender1  (2018).  
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3.4.14 By cultural background 
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Figure 33. Relative frequencies of target sub-categories for the main concerns “suicide”,  “mental health”, 
“emotional wellbeing” and “family relationships” (Kids Helpline counselling contacts aged 5-25 years) – by 
cultural background (2018).  

3.4.15 By remoteness 
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Figure 34. Relative frequencies of target sub-categories for the main concerns “suicide”,  “mental health”, 
“emotional wellbeing” and “family relationships” (Kids Helpline counselling contacts aged 5-25 years) – by 
remoteness (2018).  

3.4.16 Trends in Sub-categories of Top 4 Counselling Concerns 
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Figure 35. Relative frequencies of target sub-categories for the main concerns “suicide”,  “mental health”, 
“emotional wellbeing” and “family relationships” (Kids Helpline counselling contacts aged 5-25 years) – by 
year (2012-2018).  

Table 3: Count for each sub-category, by year, and the change in the count 2012-2018 
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Figure 36: Growth in the numbers of contacts about selected sub-categories 

3.4.17  Summary (Sub-categories of Counselling Concerns) 
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3.5  All concerns of children and young people who received 
counselling  
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Table 4 Number and proportion of Kids Helpline counselling contacts aged 5-25 years with particular 
concerns and classes of concern – by year (2016-2018)1 

Concern and concern class 
2016 

(N = 66,963) 
2017 

(N = 66,386) 
2018 

(N = 67,264) 
n col. % n col. % n col. % 

Mental health & emotional wellbeing 35,774 53.4% 38,334 57.7% 39,812 59.2% 
Mental health concerns 15,709 23.5% 17,115 25.8% 17,855 26.5% 

Emotional wellbeing 11,300 16.9% 11,596 17.5% 13,322 19.8% 
Suicide-related concerns 8,750 13.1% 10,636 16.0% 10,166 15.1% 

Self-injury/self-harm concerns 4,431 6.6% 4,545 6.8% 5,124 7.6% 
Loss and grief 1,967 2.9% 2,154 3.2% 2,122 3.2% 

Friends, peers, partners & dating 12,495 18.7% 12,381 18.7% 12,032 17.9% 
Dating and partner relationships 6,718 10.0% 6,460 9.7% 6,306 9.4% 

Friends/peer relationships 6,079 9.1% 6,234 9.4% 6,040 9.0% 
Family relationships 12,523 18.7% 12,153 18.3% 12,052 17.9% 

Child-parent relationships 8,907 13.3% 8,695 13.1% 8,506 12.6% 
Other family relationships 2,673 4.0% 2,486 3.7% 2,664 4.0% 

Changing family structures 1,644 2.5% 1,545 2.3% 1,477 2.2% 
Parenting own children 160 0.2% 192 0.3% 151 0.2% 

Identity & self-concept 4,882 7.3% 4,827 7.3% 5,446 8.1% 
Self-concept (global) 2,426 3.6% 2,577 3.9% 2,776 4.1% 

Body image 839 1.3% 881 1.3% 967 1.4% 
Sexual orientation 870 1.3% 635 1.0% 947 1.4% 

Gender/sex identification 599 0.9% 578 0.9% 633 0.9% 
Disability-related concerns 206 0.3% 182 0.3% 234 0.3% 

Cultural identity 147 0.2% 157 0.2% 135 0.2% 
Violence & abuse (non-family) 5,819 8.7% 5,483 8.3% 5,340 7.9% 

Bullying - school related 3,217 4.8% 2,942 4.4% 3,074 4.6% 
Bullying - other 650 1.0% 615 0.9% 544 0.8% 

Sexual assault or abuse (non-family) 1,000 1.5% 1,064 1.6% 903 1.3% 
Dating and partner violence 509 0.8% 455 0.7% 355 0.5% 

Harassment and assault (non-sexual) 317 0.5% 290 0.4% 278 0.4% 
Sexual harassment 251 0.4% 240 0.4% 302 0.4% 

Child abuse & family violence 5,387 8.0% 5,173 7.8% 4,865 7.2% 
Physical abuse 2,809 4.2% 2,593 3.9% 2,413 3.6% 

Sexual abuse 943 1.4% 931 1.4% 753 1.1% 
Emotional abuse 1,451 2.2% 1,533 2.3% 1,632 2.4% 

Neglect of child 282 0.4% 267 0.4% 253 0.4% 
Exploitation by family member 10 0.0% 10 0.0% 5 0.0% 

Exposure to family violence 563 0.8% 585 0.9% 527 0.8% 
Living-in-care issues 174 0.3% 213 0.3% 162 0.2% 

School, education & work 3,949 5.9% 3,968 6.0% 4,110 6.1% 
Study and education issues 2,807 4.2% 2,857 4.3% 2,879 4.3% 

Employment issues 846 1.3% 862 1.3% 944 1.4% 
School authority issues 359 0.5% 319 0.5% 365 0.5% 

Physical or sexual health & development 3,341 5.0% 3,035 4.6% 2,890 4.3% 
Physical health concerns 1,601 2.4% 1,602 2.4% 1,482 2.2% 

Pregnancy-related concerns 804 1.2% 630 0.9% 608 0.9% 
Sexual activity 778 1.2% 678 1.0% 685 1.0% 

Physical/sexual development 120 0.2% 108 0.2% 90 0.1% 
Contraception/safe sex 124 0.2% 74 0.1% 69 0.1% 

Homelessness & basic needs assistance 1,888 2.8% 1,459 2.2% 1,363 2.0% 
Homelessness 1,028 1.5% 786 1.2% 684 1.0% 

Practical/material assistance 681 1.0% 490 0.7% 509 0.8% 
Financial assistance/concerns 223 0.3% 215 0.3% 207 0.3% 

Substance use, addictions & risk-taking 1,363 2.0% 1,216 1.8% 1,141 1.7% 
Drug use 812 1.2% 672 1.0% 637 0.9% 

Alcohol use 401 0.6% 403 0.6% 376 0.6% 
Addictive behaviours (not drugs/alcohol) 152 0.2% 154 0.2% 145 0.2% 

Physical risk-taking 20 0.0% 28 0.0% 26 0.0% 
Gang/cult involvement 23 0.0% 16 0.0% 9 0.0% 

Offending, abusive or violent actions 645 1.0% 650 1.0% 609 0.9% 
Illegal/offending behaviour 283 0.4% 298 0.4% 306 0.5% 
Abusive or violent actions 338 0.5% 312 0.5% 273 0.4% 

Sexual violence/offending actions 33 0.0% 45 0.1% 43 0.1% 
1. Up to four concerns per contact may be recorded. Totals provided for class of concern will be less than the sum of the individual concerns for that 
class due to multiple concerns within the class being identified in a single contact. 

 



3.6  Referral to further support and duty-of-care actions 

3.6.1 External contacts and duty-of-care interventions 

Figure 37. Number of external contact attempts by Kids Helpline counsellors, including duty-of-care 
interventions – by year (2013-2018) 
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Figure 38. Reasons documented by Kids Helpline counsellors for duty-of-care interventions (2018)  

1. Up to four issues may be recorded for each duty-of-care intervention. Accordingly, percentages sum to more than 100%.  
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Figure 39. Relative frequency of particular reasons being documented by Kids Helpline counsellors for 
initiating duty-of-care interventions – by year (2012-2018)1 

1. Up to four issues may be recorded for each duty-of-care intervention. Accordingly, if all 15 issue-categories from Figure 24 were shown, 
percentages would sum to more than 100%. In Figure 25, Percentages sum to less than 100%, however, because only four issue-categories are 
presented. 

3.6.3 Summary  
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3.7  Counselling contacts about cyber-safety issues 

3.7.1 Enhancing data collection on cyber-safety issues  

 
 
 
 
 
 
 
 

  

3.7.2 Frequency of cyber-safety issues being discussed in counselling contacts  



Figure 40. Percentage of Kids Helpline counselling contacts aged 5-25 years – by disclosure of cyber-safety 
issues (N = 67,264 in 2018) 

 

Figure 41. Age group of Kids Helpline counselling contacts by whether or not they disclosed experiencing 
cyber-safety issues (2018) 
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Figure 42. Most frequently recorded concerns of counselling contacts indicating worry about cyber-safety 
issues compared with other counselling contacts (2018)1 

 
1. Up to four concerns per contact may be recorded. Accordingly, percentages may sum to more than 100%.  
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3.7.4 Summary  

 



4. Kids Helpline self-help resources 

 

 

 

 
 

4.1  Website   

4.1.1 Service demand  

http://www.kidshelpline.com.au/


Figure 43. Kids Helpline website – number of unique visitors and website sessions – by year (2009-2018) 

 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 

% 
change 
2009-
2015 

% 
change 
2015-
2018 

Web sessions 191,271 287,559 391,298 548,904 717,138 833,342 919,589 774,551 801,810 1,109,245 381% 21% 

Unique visitors 143,122 199,975 267,641 399,214 534,377 648,343 720,077 580,562 607,634 843,753 403% 17% 
1. Data courtesy of Google Analytics.  
2. Due to technical difficulties with Google Analytics, website activity was not recorded from 1-11 October 2015. Accordingly, all website activity 
measures for 2015 will be undercounts.  
3. From 2016, a new filter has applied to analysis of Google Analytics data to remove ghost-spam and other instances of artificially-generated 
website activity. This filter very slightly reduces counts of all measures of website engagement reported in this chapter. As a result of applying this 
filter, data from 2016 onwards are not strictly comparable to previous years’ data. 
4. The dramatic decline, in 2016, from seven years of continuous and substantial growth in both measures of website engagement, relates to the 
introduction in February 2016 of a new URL and website for Kids Helpline (formerly www.kidshelp.com.au). This innovation unavoidably resulted in a 
drop in organic search traffic due to delay by Google in re-indexing the site based on the new site structure. Google organically re-indexes the site 
over time, however, so it is anticipated that organic search traffic will normalise in the coming year and ultimately increase (based on the new site's 
stronger SEO domain authority). The old URL was again put into use from 27 September 2016.  A further disruption to the website and associated 
data occurred in 2017 with the advent of a new website, active since 27 November 2017; the original URL has been retained for the new website. 
5. A “web session” is a group of user interactions with your website that take place within a given time frame. For example a single session can 
contain multiple page views, events, social interactions, and ecommerce transactions. By default, a session lasts until there's 30 minutes of inactivity. 
 

 

 
 

 
 

 

 

0

200,000

400,000

600,000

800,000

1,000,000

1,200,000

2009 2010 2011 2012 2013 2014 2015 2016 2017 2018

Web sessions

Unique visitors



 

 

 
Figure 44. Kids Helpline website – N of page-views of different self-help resources, by year (2012-2018) 

Resource type  2012 2013 2014 2015 2016 2017 2018 % change 
2012-15 

% change 
2016-18 

% change 
2012-18 

Your Stories4 107,639 124,044 114,335 95,455 77,869 58,337 0 -11% -100% -100% 
Issues for kids 22,668 33,344 41,980 48,033 54,394 76,818 125,579 112% 131% 454% 

Issues for teens 121,854 174,297 258,269 312,619 211,346 218,006 616,150 157% 192% 406% 
Issues for young adults5 0 0 0 0 0 3,861 70,034 NA NA NA 

Issues for parents & carers 97,994 127,987 180,102 194,336 128,938 116,239 150,549 98% 17% 54% 
Total Issues page-views 242,516 335,628 480,351 554,988 394,678 414,924 962,312 129% 144% 297% 

Total page-views 2,220,729 2,645,463 2,747,033 2,714,829 2,104,298 2,051,601 2,912,200 22% 38% 31% 
1. Data courtesy of Google Analytics.  
2. Due to technical difficulties with Google Analytics, website activity was not recorded from 1-11 October 2015. Accordingly, all website activity 
measures for 2015 will be undercounts.  
3. From 2016, a new filter has applied to analysis of Google Analytics data to remove ghost-spam and other instances of artificially-generated 
website activity. This filter very slightly reduces counts of all measures of website engagement reported in this chapter. As a result of applying this 
filter, data from 2016 are not strictly comparable to previous years’ data.  
4. The capacity for visitors to submit their own stories for publication in the “Your stories” section of the site was disabled in June 2017, so after that 
no new stories were published. Further the new site, activated on 27 November 2017, has no “Your stories” section. 
5. The client age category “young adults” (19-25) was introduced for the first time on the new website from its launch on 27/11/17. 
6. A page-view is the act of viewing a page.  Page-views are the total number of times the page on the website has been viewed. If one person clicks 
on your page multiple times, Google Analytics will count each viewing as a page-view.  

4.1.2  Key issues of interest to website visitors, and their usefulness to clients  

 

 
 

4.1.2.1 Issues of interest, by age group  
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Figure 45. Most frequently visited kids’ Issues Article topics in 20181 

1. Total kids’ Issues Articles page-views in 2018 = 125,579. 
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Teens 
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Figure 46. Most frequently visited teens’ Issues Article topics in 20181 

1. Total teens’ Issues Article page-views in 2018 = 616,150. 
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Young adults 

 
 
Figure 47. Most frequently visited young adults’ Issues Article topics in 20181 

1. Total young adults’ Issues Article page-views in 2018 = 70,034.  
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Parents/carers 

 

 
Figure 48. Most frequently visited parents’ / carers’ Issues Article topics in 20181 

1. Total parents’/carers’ Issues Article page-views in 2018 = 150,549. 

4.1.2.2 Evaluation data – Star ratings of Issues Articles 
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Table 5. Mean ratings of Issues articles for the top 2 ranked articles in each age group, and for all articles 
pooled1 

 Top Issues Articles by Age Group Mean N (ratings) Std. Deviation 
Kids (1st) On-line safety  3.75 1,437 1.597 
Kids (2nd) Friendship conflict  3.30 2,601 1.601 
Teens (1st) Bullying 3.93 2,900 1.574 
Teens (2nd) Sadness 3.88 1,767 1.472 
Young-adults (1st) Respectful relationships 3.71 310 1.629 
Young-adults (2nd) Family Relationships 3.25 73 1.673 
Parents (1st) Child contemplating suicide 3.96 196 1.481 
Parents (2nd) Seeking help with parenting 3.91 92 1.538 
All Total 3.63 43,862 1.606 
 

Table 6. Mean ratings on Issues Articles by age group1 

Age Group Mean N (ratings) Std. Deviation 
Kids 3.34 21,319 1.631 
Teens 3.93 19,002 1.518 
Young-adults 3.89 1,565 1.558 
Parents 3.79 1,970 1.601 

 
. 



Figure 49. Mean ratings within each age-group of the top 2 most-frequently-viewed Issues Articles and all 
Articles (pooled, per age group) for the age group (2018)1 

1T1 = Top-ranked resource based on N of page-views; T2 = second-ranked resource based on N of page-views. Ns for “all” are the number of 
resources in the collection for that age-group. 
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Figure 50. Percentage “agreement” with evaluation questions “Was this resource useful / did this help?”, 
across all resources, by age-group (2018)1 

4.1.3  Evaluation study data (website) 

4.1.3.1 Method and sample 

4.1.3.2 Respondent engagement with the service in the past 12 months 
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Figure 51. Respondents’ engagement with Kids Helpline in last 12 months (n = 1,246) (2018) 

4.1.3.3 Quality of resources and their impact on respondents 

Figure 52. Interest and motivation value of resources and their impact on respondents’ understanding, 
capability and resources for addressing their issue/s (N varies per question) (2018) 
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Outcomes 

Figure 53: Likelihood that Issues Article suggestions would be tried. 

 
 
 

 
Figure 54: Article adequacy as a self-help resource. 
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Satisfaction  
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 

 
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Figure 55: Satisfaction with and recommendation of Kids Helpline services 

4.1.3.4 Summary 
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4.1.4 Referrals from other websites 
Referrals from other websites 

 
o 

 
 
Figure 56. Top referring websites to Kids Helpline website in 20181  

1. Excludes referrals from search engines and Kids Helpline website. 
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4.2  Comics – suicide and child abuse  

Figure 57: Comic covers 

Comic type No. of orders/ 
organisations 

Total Qty 
distributed 

Order period 

Suicide Prevention - Oliver & 
Connor (13+ years) 

154 4,742 20 April 2018 – 31 December 
2018 

Suicide Prevention - Sarah & Clare 
(13+ years) 

136 3,294 20 April 2018 – 31 December 
2018 

Child Abuse - Alex, Jess & Sacha 
(5-12 years) 

106 4,092 4 September 2018 – 31 
December 2018 

Child Abuse - Quinn & Morgan 
(13+ years) 

84 4,144 4 September 2018 – 31 
December 2018 

  

They seem to like this style of writing/reading 

They are reading them on their own terms and starting conversations with Support Staff which 
historically has not happened 

I … can see how they will go well with the kids due to relatability / easy examples. 



The students found them very engaging 

 The ease and novelty of reading a comic make getting the students to read them much easier. 
The simple but expressive graphics were easy to decipher and the format of a comic makes it 
easier for some students to digest the information they contain.  

Comic type Availability period 
(2018) 

Total downloads / 
pageviews 

Suicide Prevention - Oliver & Connor (13+ 
yrs) 

18 Apr. – 31 Dec.  1,789 

Suicide Prevention - Sarah & Clare (13+ yrs) 18 Apr. – 31 Dec.  2,446 

Child Abuse - Alex, Jess & Sacha (5-12 yrs) 3 Sept. – 31 Dec.  237 

Child Abuse - Quinn & Morgan (13+ yrs) 3 Sept. – 31 Dec.  189 

Suicide prevention  Sub-total 4,235 

Child abuse  Sub-total 426 

Grand total across both themes Total 4,661 

4.3  App library  



Figure 58. Apps resource page hits – top 15 (2018)1. 

1. In total there were 3,635 page-views across 35 apps pages in 2018. 

4.4  KHL Circles 

It’s nice to be able to talk to people your own age. Especially if you are having trouble making 
friends at school. 

Although I didn’t post on here often when I did I was put at ease to know that many people feel 
the same or similar to how I do/did in certain situations....I can honestly say it’s been wonderful 
being a part of this group and it’s an experience I won’t ever forget. Being here has made me 
reflect upon the ways I deal with things and who I am as person. Each week a question was 
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given and that question always gave insight into our personalities. Thank you all for being such a 
supportive group and I wish you all the best for the future :) 

[It’s good to] … know there are others going through the same things as me. 

I think knowing there are other kids my age going through the same thing. And that I’m not alone 
or weird in doing this. All the people I have talked to [were] really nice and I feel like we all really 
make an effort to help and support each other in any way we can. It’s not really the purpose of 
the circle, but I’ve also met people with similar interests to me. 

I like just having the space and opportunity to like-minded people, as people in my everyday life 
may not understand. These people don't know me personally and therefore do not judge, and 
there are no real consequences for speaking the truth. 

4.5  Niggle App 

4.6  Summary – self-help resources 





5. Kids Helpline @ School & Kids Helpline @ High 
School 
5.1  What is Kids Helpline @ School? 

5.2  Key program activities and outputs for 2018 

5.2.1 Sessions booked and delivered and participants involved 



Figure 59. Number of 2018 Kids Helpline @ School sessions booked and delivered – by month  

5.2.2 Topics of discussion 

Table 9. 2018 Kids Helpline @ School participants and sessions by session topic and program 

Program Topic 
N students 
participated 

% of total 
participants 

N of sessions 
competed 

Digital thumbprint 
(Optus) 

Digital identity 3,255 12% 115 

Life balance 2,441 9% 78 

Positive use of technology 2,310 8% 70 

Managing on-line relationships 1,454 5% 39 

Introduction to KHL 1,130 4% 35 

Cyber-bullying 865 3% 27 

Staying safe on-line 531 2% 17 

Sub-total  11,986 43% 381 

Wellbeing Program 
(BUPA) 

Leadership at school 3,357 12% 107 

Peer pressure 2,873 11% 104 

Staying safe / personal safety 2,669 10% 96 

Bullying 2,004 7% 64 

Transition to high-school 1,817 7% 58 

Friendships 1,252 5% 33 

Developing resilience 683 3% 19 

Managing emotions 536 2% 19 

Sub-total 15,191 57% 500 

Total  27,177 100% 881 
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5.2.3 Geographical reach 

Figure 60. Number of 2018 Kids Helpline @ School participating schools and sessions – by state  

 
 

Figure 61. Proportion of 2018 Kids Helpline @ School participating schools – by remoteness (N = 285)1 

 
1. Where percentages sum to greater or less than 100 it is due to rounding.  
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Figure 62. Number of page-views to Kids Helpline @ School micro-website resources for teachers in 2018 

1. Total page-views of KAS teacher resources in 2018 = 44,393; visits to the KHAS front page 32,515; total views = 76,908.  

5.2.5 Kids Helpline @ School (KAS) Optus Digital Thumbprint 
program - evaluation results 
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Students 

o 
o 
o 
o 
o 

Table 10. 2017-18 Kids KAS (Optus Digital Thumbprint component) results (2016-17 financial year) 

 

 



5.3 Kids Helpline @ High School program 

5.4  Summary 

 



6. Kids Helpline 2018 counselling client satisfaction & 
outcome survey  

6.1  Objectives  

 

 

6.2  Methodology  

 

 

 

 

6.3  Key findings  

6.3.1  Sample  

 

 

 



 

Table 11. Characteristics of 2018 Kids Helpline counselling client satisfaction and outcome survey 
respondents compared with 2018 Kids Helpline contacts aged 5-25 years1 

Respondent characteristics 

2018 Kids Helpline counselling client 
satisfaction & outcome survey 

respondents  
2018 Kids Helpline counselling 

& support service contacts 

(n = 1,246)1  aged 5-25 years 
1Analyses based on complete responses only. (N = 143,481) 

n col. % n col. % 
Gender         

Female 1,019 82% 79,404 77% 
Male 152 12% 21,918 21% 

Intersex, trans or gender-diverse 72 6% 2,467 2% 
Total 1,243 100% 103,789 100% 

Unknown 3   39,692   
Age group         

5-12 years 172 14% 12,596 13% 
13-18 years 909 73% 53,788 56% 
19-25 years 146 12% 30,443 31% 

26 + 19 2% NA - 
Total 1,246 100% 96,827 100% 

Unknown 0   46,645   
Cultural background2         

Aboriginal and/or Torres Strait Islander 96 8% 1,354 4% 
CALD 168 13% 13,138 37% 

Neither Aboriginal and/or Torres Strait 
Islander nor CALD 981 79% 20,883 59% 

Total 1,245 100% 35,375 100% 
Unknown 1   108,106   

State         
ACT 41 3% 3,408 3% 

NSW 382 31% 41,423 32% 
NT 12 1% 1,149 1% 

QLD 241 19% 25,439 20% 
SA 103 8% 8,615 7% 

TAS 32 3% 4,483 3% 
VIC 326 26% 33,009 26% 
WA 105 8% 10,638 8% 

Total 1242 100% 128,164 100% 
Unknown 4   15,317   

1. Where column percentages sum to more or less than 100%, this is due to rounding. 
2. CALD = culturally and linguistically diverse.  

6.3.2  Type of engagement with Kids Helpline in last 12 months 

 



6.3.3 Perceived and measured impact of Kids Helpline counselling and support 
service 

Reduction of stress 

Figure 63: Effect of counselling on frequency of upset/anxiety1 in two groups2 (counselling only and both 
counselling and articles) 

 
1. Frequency of upset/anxiety measures were subjective; pre-counselling and post-counselling measures were retrospective (and subjective). 
2. Allocation to groups is non-random. 
 

 



Building capability and resourcefulness 

Figure 64. Perceived impacts of talking to a counsellor on feelings (2018)1 

1.  Where percentages sum to more or less than 100%, this is due to rounding. 

Figure 65. Perceived impact of talking to a counsellor on confidence to deal with issue/s of concern (2018)1 

1.  Where percentages sum to more or less than 100%, this is due to rounding. 

Figure 66: Impact of counselling on building resourcefulness to deal with issue/s 
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Counselling quality - provision of a supportive professional relationship 

 

 

 

Figure 67: Responses to questions on counselling quality 

1.  Where percentages sum to more or less than 100%, this is due to rounding. 

6.3.6 Overall satisfaction with the Kids Helpline counselling and support 
service 
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 

 

6.4  Summary  
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7. Conclusion  

 

 

 

7.1  Key themes from the data 

Theme 1  Kids Helpline consistently implements its model of support for children and 
young people 

 

o 
o 
o 

 
o 

o 

o 

Theme 2  Kids Helpline helps children and young people develop their capability for 
self-management and autonomy in dealing with their issues 

 

o 

o 

 
o 

 



 
 
 

o 

 
 
 
 

 

Theme 3  Kids Helpline is a key support for children and young people in relation to 
emotional wellbeing, mental health, suicide, and family relationship issues. 

 

 

 

 



Theme 4 Contact attempts continue to show a decline in preference for phone and an 
increase in e-mediated modes of contacting the service, especially webchat 

 

 

 

Theme 5 Kids Helpline’s provision of a web-mediated resource suite through its 
website serves contemporary children and young people’s independent help-
seeking 

 

 

 

 

 

7.2  Other publications on Kids Helpline in 2018 

 



7.3  Kids Helpline – unmet need 

7.4 How is the service funded? 

Figure 68: Contributions to operating costs in 2018 – States/Territories, Federal Gov’t, corporate partners and yourtown 
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7.5  How can you support Kids Helpline? 

https://kidshelpline.com.au/about/support-us


8. Appendix  
8.1  Notes regarding data collection, analysis and interpretation  

8.1.1 Limitations on counselling service data collection 

 

 

 

8.1.2 Analysis 

Subgroup analysis 

Trend analysis 

 



Remoteness analysis 

8.1.3 Other issues in interpretation 

Describing but not explaining observations in the data 

Deciding when observed differences are meaningful 

Dealing with missing data 

 

http://www.abs.gov.au/websitedbs/d3310114.nsf/home/australian+statistical+geography+standard+(asgs)


Figure 69. Percentage of 2018 Kids Helpline counselling contacts aged 5-25 years – by cultural background 
(N = 67,264) 

The impact of repeat contacts 
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