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Q&A Factsheet regarding Telepsychology

In line with the declared National State of Disaster, the University of

KwaZulu-Natal (UKZN) as well as CAES SSS has implemented a smart
work practice. This involves remote working and a re-thinking of how to provide quality services to
students. In adhering to government regulations as well as ethical guidelines provided by The Health
Professions Council of South Africa (HPCSA), CAES SSS has taken the route of now offering our services
via Telepsychology.

Q: WHAT IS TELEPSYCHOLOGY?

A: According to the HPCSA, telepsychology ‘involves remote consultation with patients using telephonic
or virtual platforms of consultation’.. In keeping in line with HPCSA regulations, CAES SSS is now offering
our services via secure and encrypted methods of communication. These methods include the following
options: synchronous, where you can communicate in real-time (e.g., video-conferencing or phone calls);
or asynchronous where there are delays in interactions (e.g., email); or even non-interactional (e.g.,
psychoeducational websites).

Due to the need for strict confidentiality and ensuring ethical sharing of information, certain platforms
are recommended as preferable tools. UKZN has recently purchased a License for the ZOOM platform
and students are encouraged to create their account via contacting ICS (icssupport@ukzn.ac.za) or

downloading the app to their computer. This can be done by accessing the Zoom website
(https://zoom.us/) and then scrolling to the very bottom of the webpage. In the “Downloads” column,
click the “Meetings Client” link.

Q: WHY WOULD | NEED TO GO FOR COUNSELLING?

A: Counselling is a free and confidential service offered to all registered UKZN students. Despite myths
and outdated beliefs, counselling is something that every individual can benefit from. This could include
a student requiring academic skill development, general personal development, dealing with
psychosocial challenges and more lately, dealing with the effects of COVID-19. The benefit of ‘talk-
therapy’ must never be underestimated in helping students cope with academic, personal and social
challenges.

1 https://www.psyssa.com/wp-content/uploads/2020/03/APPLICATION-OF-TELEMEDICINE-GUIDELINES-FINAL-1-
002.pdf
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Q: WHAT SERVICES ARE OFFERED BY SSS?

A: CAES SSS is currently offering one-on-one counselling services either via Zoom or telephone to
registered CAES students during office hours. We also offer lifeskills workshops and group counselling
sessions. For more information on our services and resources, please visit our website,
https://aessupport.ukzn.ac.za

Q: HOW DO I BOOK A COUNSELLING SESSION?

A: Appointments are made online via https://caes-ukzn.bookem.com/ whereby you will choose your

location, a counsellor and a session time (either 30 minutes or 1 hour). If this is your first appointment,
you will also be required to complete an online consent form and an intake form. Once the counsellor
receives your completed documents, she/he will contact you to confirm the appointment as well as the
method of communication (telephone or online). Follow up appointments will also be scheduled by the
counsellor, once you and the counsellor have agreed on a date and time during normal office hours
(8.00am — 4.30pm weekdays and excluding public holidays).

Q: HOW DO ONLINE SESSIONS WORK?

A: Online sessions will either occur via the BOOKEM video conference facility (click on the “join video”
link on the top right hand side of your Bookem appointment or the link in your appointment
confirmation) or Zoom. If using Zoom, you will receive an invite from the counsellor with a link which
you will need to click on when it is your scheduled session, which will allow you access to a secure video
call.

Before joining a Zoom meeting on a computer or mobile device, you can download the Zoom app from
the internet or play store. Otherwise, you will be prompted to download and install Zoom when you click
the join link.

Prerequisites: Each meeting has a unique 9, 10, or 11-digit number called a meeting ID and a password
that will be required to join a Zoom meeting. If you are joining via telephone, you will need the
teleconferencing number provided in the invite.

Windows | Mac: Open the Zoom desktop client. Click Join a Meeting if you want to join without signing
in/or enter the meeting ID number and your display name. Select if you would like to connect audio
and/or video and click Join.

Q: WHAT HAPPENS IF MY CONNECTION FAILS OR IS BAD?

A: Technology is great but can have its pitfalls. In the case that the connection is bad or has failed, the
counsellor will try and re-establish the connection or will call you on the number provided. If this is
unsuccessful, your session will need to be rescheduled with the relevant counsellor.


https://caes-ukzn.bookem.com/

Q: IS TELEPSYCHOLOGY APPROPRIATE FOR ALL PSYCHOLOGICAL ISSUES YOU MAY FACE?

A: Not always. Many guidelines caution against using it if the client is seriously mentally unwell or during
a crisis—for example, if they are at risk of hurting themselves or someone else.

Q: WHAT ISSUES CAN THE COUNSELLOR ASSIST YOU WITH?

A: Counsellors can assist you with a range of concerns relating to:

PSYCHOSOCIA ACADEMIC
REIFATED REIFATED

-Stress
-Anxiety

-Study Skills

-Academic

-Career Indecision

-Career Re-direction

-Depression -Career Assessment

Motivation/Support

-Adjustment
-Grief

-Relationship issues

-Time Management
-Academic Risk
Screening

-Substance Abuse

-Trauma/Abuse

-Unplanned Pregnancy
-HIV/AIDS support

Q: IS WHAT | SAY CONFIDENTIAL?

A: Yes. What is discussed between you and your counsellor will remain confidential and not spoken
about outside the counselling setting. All the CAES counsellors are registered Psychologists or intern
Psychologists with the HPCSA and by law have to keep confidentiality unless they have written consent
from their clients. There are limits to confidentiality which is explained in the consent forms.

Q: ARE MY RECORDS SECURED?

A: Counsellors keep notes of all interactions with clients as per the requirement of the Health Professions
Council of South Africa (HPCSA) which need to be secured to maintain client confidentiality and privacy.
Counsellors will ensure that all records are securely protected.



Q: WILL | EVER HAVE TO BE REFERRED?

A: Yes. A client may be referred to a hospital or a nearby medical facility for further assistance if the
client is suicidal (harm to self) or homicidal (harm to others). The Student Counsellor will need to assess
whether telepsychology is in the best interests of the client.

Q: WHAT ELSE DO YOU OFFER BESIDES COUNSELLING?

A: We also offer online group sessions and lifeskills (via Moodle) on a variety of topics. A list of topics
offered during the lockdown is uploaded on our website https://aessupport.ukzn.ac.za. Some of the

group sessions include a student mother support group, adjusting to working from home and online,
time management, stress management etc.

Q: HOW DO | PARTICIPATE IN A GROUP-BASED ACTIVITY?

A: Students are advised to contact Kike Adewusi adewusi@ukzn.ac.za for queries related to group-based

activities and to consult our website for more information. Access students should contact Sanele Zuma
zumas2@ukzn.ac.za for timetabled life skills workshops.

Q: WHAT IF | MISS THE SCHEDULED GROUP APPOINTMENT?

A: All sessions are different in nature and content. If possible you will be able to attend the next week’s
session if the group permits this. Alternatively you can schedule a one-on-one with a counsellor to
address your concerns. Lifeskills materials will also be accessible online via Moodle.

Q: CAN | GET HOLD OF A STUDENT COUNSELLOR AT ANY TIME?

A: We are available only during working hours which are between 08:00 — 16:30, Monday to Friday. For
after hour emergencies, please contact Lifeline (0861 322 322), SADAG (0800 456 789), your local police
or hospital facility.

Q: STILL NOT SURE OR FEELING CONFUSED?
Why not email us so we can discuss your needs and answer your questions directly, by contacting:

e E-mail: AESSUPPORT@UKZN.AC.ZA

e Website https://aessupport.ukzn.ac.za/

e Facebook UKZN-CAES-Student-Support-Services

This document has been adapted from CLMS FAQ. We are appreciative of their willingness to share their resources.
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