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Introduction 

What is Kids Helpline? 

What this report is about and who is it for 

Notes on data collection, analysis and interpretation 

Where to get more information 

How to cite this report 
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Service demand 

Attempted and answered contacts 

 

 

 

 

Trends over time 

 

 

Table 1. Victorian attempted and answered contacts – by medium and year of contact, with comparison to all states1 

Medium 
of contact 

2015 2016 2017 % change 
in attempts 

2015-2017 Attempts Answered 
Response 

rate 
Attempts Answered 

Response 
rate 

Attempts Answered 
Response 

rate 

Phone           

Victoria 67,894 40,247 59% 65,232 32,820 50% 61,332 28,629 47% -10% 

All States 290,767 169,802 58% 276,960 135,719 49% 248,008 109,793 44% -15% 

Web chat           

Victoria  12,472  6,848  55%  19,555  9,392  48% 22,397 9,980 45% 80% 

All States 43,464 24,115 55% 65,954 31,765 48% 79,054 35,201 45% 82% 

Email           

Victoria 4,225 4,225 100% 4,087  4,087  100% 3,691 3,691 100% -13% 

All States 15,8862 15,886 100%  13,6813   13,681  100% 12,6624 12,662 100% -92% 

All media           

Victoria 84,591 51,320 61% 88,874 46,299 52% 87,420 42,300 48% 3% 

All States 350,117 209,803 60% 356,595 181,165 51% 339,724 157,656 46% -3% 

1. The data presented in this table are sourced from KHL phone, web chat and email systems databases. 

2. In addition to 15,886 emails received and responded to in 2015, 535 outreach emails were sent. 

3. In addition to 13,681 emails received and responded to in 2016, 413 outreach emails were sent. 

4. In addition to 12,662 emails received and responded to in 2017, 418 outreach emails were sent.  

Who contacted the service 

Demographic characteristics 
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Table 2. Characteristics of Kids Helpline contacts 2017 aged 5-25 years – Victoria and rest of Australia1 

Contact characteristics 

Victoria 
(N = 37,184) 

Rest of Australia 
(N = 102,823) 

n % n % 

Gender     

Female 19,281 73% 53,651 74% 

Male 6,548 25% 17,728 24% 

Intersex, Trans & Gender Diverse 612 2% 1,365 2% 

Total 26,441 100% 72,744 100% 

Unknown 10,743   30,079  

Age group     

5-12 years 2,891 12% 8,759 13% 

13-18 years 11,737 48% 35,227 53% 

19-25 years 9,643 40% 22,150 33% 

Total 24,271 100% 66,136 100% 

<26 but age unknown 12,913   36,687  

Cultural background2     

Aboriginal &/or TSI 195 2% 955 4% 

CALD 3,854 41% 9,324 34% 

Neither ATSI nor CALD 5,301 57% 16,980 62% 

Total 9,350 100% 27,259 100% 

Unknown 27,834   75,564  

Remoteness3     

Major Cities 12,426 77% 31,542 71% 

Inner Regional 3,021 19% 8,613 19% 

Outer Regional/Remote 687 4% 4,411 10% 

Total 16,134 100% 44,566 100% 

Unknown 21,050   58,257  

Medium     

Phone 27,461 74% 78,549 76% 

Web chat 8,384 23% 21,007 20% 

Email 1,339 4% 3,267 3% 

Total 37,184 100% 102,823 100% 

Type of help-seeking     

Counselling contact 16,092 43% 41,812 41% 

Information/Referral/Other contact 21,092 57% 61,011 59% 

Total 37,184 100% 102,823 100% 

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

2. TSI = Torres Strait Islander. CALD = Culturally and linguistically diverse. ATSI = Aboriginal and/or Torres Strait Islander 

3. Remoteness classifications are adapted from the Australian Statistical Geography Standard (ASGS) used by the Australian Bureau of Statistics. See Kids 
Helpline Insights 2017: National Statistical Overview for more information. 
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Types of help-seeking 

Demographic trends over time 

Table 3. Characteristics of Victorian Kids Helpline contacts aged 5-25 years – by year1 

Contact characteristics 

2015 
(N = 46,711) 

2016 
(N = 41,221) 

2017 
(N = 37,184) 

n n n % % n 

Gender2       

Female 22,289 73% 20,512 74% 19,281 73% 

Male 8,102 26% 6,728 24% 6,548 25% 

Intersex, Trans & Gender Diverse 253 1% 333 1% 612 2% 

Total 30,644 100% 27,573 100% 26,441 100% 

Unknown 16,067  13,648  10,743  

Age group       

5-12 years 2,386 9% 2,836 11% 2,891 12% 

13-18 years 13,233 50% 12,557 51% 11,737 48% 

19-25 years 10,778 41% 9,335 38% 9,643 40% 

Total 26,397 100% 24,728 100% 24,271 100% 

<26 but age unknown 20,314  16,493  12,913  

Cultural background3       

Aboriginal &/or TSI 365 3% 389 4% 195 2% 

CALD 5,063 39% 4,429 41% 3,854 41% 

Neither ATSI nor CALD 7,608 58% 5,871 55% 5,301 57% 

Total 13,036 100% 10,689 100% 9,350 100% 

Unknown 33,675  30,532  27,834  

Remoteness4       

Major Cities 12,528 74% 12,829 75% 12,426 77% 

Inner Regional 3,798 22% 3,568 21% 3,021 19% 

Outer Regional/Remote 607 4% 639 4% 687 4% 

Total 16,933 100% 17,036 100% 16,134 100% 

Unknown 29,778  24,185  21,050  

Medium       

Phone 38,846 83% 31,467 76% 27,461 74% 

Web chat 6,029 13% 8,247 20% 8,384 23% 

Email 1,836 4% 1,507 4% 1,339 4% 

Total 46,711 100% 41,221 100% 37,184 100% 

Type of help-seeking       

Counselling contact 16,979 36% 16,267 39% 16,092 43% 

Information/Referral/Other contact 29,732 64% 24,954 61% 21,092 57% 

Total 46,711 100% 41,221 100% 37,184 100% 

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

2. A new gender category was introduced into Kids Helpline data collection from January 2015. 

3. TSI = Torres Strait Islander. CALD = Culturally and linguistically diverse. ATSI = Aboriginal and/or Torres Strait Islander 

4. Remoteness classifications are adapted from the Australian Statistical Geography Standard (ASGS) used by the Australian Bureau of Statistics. See Kids 
Helpline Insights 2017: National Statistical Overview for more information. 
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Most common concerns of children and young people who received counselling 

Victoria compared with rest of Australia 

 

 

 

Figure 1. Most frequently recorded concerns of Kids Helpline counselling contacts 2017 aged 5-25 years – Victoria compared with the rest of 
Australia (sorted in descending frequency of Victorian concerns)1 

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

 

 

Figure 2. Most frequently recorded concerns of Victorian Kids Helpline counselling contacts aged 5-25 years – by year (sorted in descending 
frequency of 2017 concerns)1 

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

All concerns of children and young people who received counselling 
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Table 4. Number and proportion of Kids Helpline counselling contacts 5-25 years with particular concerns and classes of concern – Victoria 
by year1 

Concern and concern class 

2015 
(N = 16,979) 

2016 
(N = 16,267) 

2017 
(N = 16,092) 

n % n % n % 

Mental health & emotional wellbeing 9,048 53.3% 8,865 54.5% 9,360 58.2% 

Mental health concerns 3,920 23.1% 4,158 25.6% 4,320 26.8% 

Emotional wellbeing 3,061 18.0% 2,759 17.0% 2,718 16.9% 

Suicide-related concerns 2,012 11.8% 2,086 12.8% 2,633 16.4% 

Self-injury/self-harm concerns 1,062 6.3% 1,001 6.2% 1,127 7.0% 

Loss and grief 482 2.8% 423 2.6% 476 3.0% 

Friends, peers, partners & dating 3,601 21.2% 3,318 20.4% 3,191 19.8% 

Dating and partner relationships 2,013 11.9% 1,914 11.8% 1,635 10.2% 

Friends/peer relationships 1,663 9.8% 1,496 9.2% 1,625 10.1% 

Family relationships 2,995 17.6% 2,810 17.3% 2,835 17.6% 

Child-parent relationships 2,140 12.6% 2,069 12.7% 2,127 13.2% 

Other family relationships 650 3.8% 563 3.5% 561 3.5% 

Changing family structures 358 2.1% 326 2.0% 306 1.9% 

Parenting own children 38 0.2% 31 0.2% 26 .2% 

Identity & self-concept 1,367 8.1% 1,234 7.6% 1,258 7.8% 

Self-concept (global) 776 4.6% 610 3.7% 645 4.0% 

Body image 192 1.1% 234 1.4% 249 1.5% 

Sexual orientation 235 1.4% 215 1.3% 158 1.0% 

Gender/sex identification 104 0.6% 141 0.9% 178 1.1% 

Disability-related concerns 77 0.5% 46 0.3% 43 .3% 

Cultural identity 41 0.2% 48 0.3% 49 .3% 

Violence & abuse (non-family) 1,342 7.9% 1,233 7.6% 1,319 8.2% 

Bullying - school related 712 4.2% 632 3.9% 640 4.0% 

Bullying - other 159 0.9% 155 1.0% 161 1.0% 

Sexual assault or abuse (non-family) 261 1.5% 240 1.5% 292 1.8% 

Dating and partner violence 122 0.7% 115 0.7% 101 .6% 

Harassment and assault  (non-sexual) 71 0.4% 78 0.5% 85 .5% 

Sexual harassment 40 0.2% 51 0.3% 66 .4% 

Child abuse & family violence 1,105 6.5% 1,146 7.0% 1,045 6.5% 

Physical abuse 538 3.2% 558 3.4% 497 3.1% 

Sexual abuse 241 1.4% 226 1.4% 203 1.3% 

Emotional abuse 291 1.7% 330 2.0% 316 2.0% 

Neglect of child 36 0.2% 54 0.3% 62 .4% 

Exploitation by family member 0 0.0% 0 0.0% 0 0.0% 

Exposure to family violence 108 0.6% 116 0.7% 103 .6% 

Living-in-care issues 49 0.3% 22 0.1% 43 .3% 

School, education & work 1,023 6.0% 1,052 6.5% 962 6.0% 

Study and education issues 779 4.6% 759 4.7% 679 4.2% 

Employment issues 171 1.0% 203 1.2% 228 1.4% 

School authority issues 84 0.5% 109 0.7% 71 .4% 

Physical or sexual health & development 971 5.7% 865 5.3% 651 4.0% 

Physical health concerns 482 2.8% 453 2.8% 374 2.3% 

Pregnancy-related concerns 214 1.3% 173 1.1% 130 .8% 

Sexual activity 228 1.3% 202 1.2% 138 .9% 

Physical/sexual development 37 0.2% 28 0.2% 8 .0% 

Contraception/safe sex 29 0.2% 34 0.2% 14 .1% 

Homelessness & basic needs assistance 391 2.3% 387 2.4% 344 2.1% 

Homelessness 201 1.2% 189 1.2% 174 1.1% 

Practical/material assistance 142 0.8% 150 0.9% 114 .7% 
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Concern and concern class 

2015 
(N = 16,979) 

2016 
(N = 16,267) 

2017 
(N = 16,092) 

n % n % n % 

Financial assistance/concerns 57 0.3% 54 0.3% 62 .4% 

Substance use, addictions & risk-taking 386 2.3% 309 1.9% 287 1.8% 

Drug use 249 1.5% 209 1.3% 167 1.0% 

Alcohol use 111 0.7% 78 0.5% 86 .5% 

Addictive behaviours (not drugs/alcohol) 28 0.2% 25 0.2% 38 .2% 

Physical risk-taking 11 0.1% 4 0.0% 3 .0% 

Gang/cult involvement 0 0.0% 4 0.0% 2 .0% 

Offending, abusive or violent actions 151 0.9% 149 0.9% 172 1.1% 

Illegal/offending behaviour 89 0.5% 55 0.3% 67 .4% 

Abusive or violent actions 51 0.3% 84 0.5% 92 .6% 

Sexual violence/offending actions 11 0.1% 12 0.1% 14 .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 that make up that 
class due to the fact that multiple concerns within the class may have been identified in a single contact. 
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Respect in
relationships

Starting
work

Dealing
with
peer

pressure

Online
harassment

We’re here.
Anytime. Any Reason.

24/7

KHL-P1-T-0218

kidshelpline.com.au
1800 55 1800  FREE CALL

Kids Helpline is a service of yourtown for 5-25 year olds


