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1 | INTRODUCTION
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Abstract

Counselling is a field that is growing in Africa. The aim of this study was to explore
the effectiveness of technology-mediated counselling in an African setting. The use
of technology in counselling needs to be pursued and commercialised as technol-
ogy use has potential to grow the field of counselling. The study made use of the
qualitative research approach and the phenomenological research design. Data were
collected through semi-structured interviews. Participants of the study were pur-
posively selected as the researchers required experienced counsellors. Data were
thematically analysed. Results of the study revealed that virtual counselling was al-
ready in place in Zimbabwe. Virtual counselling allowed counsellors to reach clients
from remote areas through phone calls, short message service (SMS), WhatsApp and
video calling. The results also revealed that a variety of challenges were encoun-
tered. Problems of connectivity, poor network, delayed feedback and infringement
of privacy were highlighted by counsellors. The study concluded that improving the
counselling standards in virtual counselling may eradicate some of the challenges. It
is recommended that counsellors be trained to improve on virtual counselling com-

petency and accountability.
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platforms such as blogs, social networking sites and virtual worlds

(Mullen et al., 2014). The terms e-counselling, virtual counselling,

Since the introduction of counselling and internet in counselling
in 1990s, technology use has become pervasive, with people con-
ducting a good portion of their lives online or using technological
gadgets. It is no wonder then that technology use has begun to be
applied to the provision of counselling and psychological interven-
tions. Technology may be defined broadly to include all computer
hardware and software, telecommunication products and Web-
based information (Epstein & Bequette, 2013). Such a broad defi-
nition encompasses most electronic gadgets, applications such as

instant messaging platforms, and Web-based social networking

© 2021 British Association for Counselling and Psychotherapy.

cyber counselling, online counselling and Internet counselling are
used interchangeably to describe Internet-based counselling appli-
cations (Beidoglu et al., 2015).

This article examines the use of technology in counselling, with
a particular focus on distance counselling, as well as information
sharing and communication including online support forums and
professional networks. Distance counselling, or online counsel-
ling, is the term that refers to counselling that is delivered using
computer-mediated communication (Deslonde & Becerra, 2018;
Richards, 2013) as opposed to the traditional face-to-face
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counselling relationship. Depending on the type of communication
method chosen, this counselling may be asynchronous or synchro-
nous. Asynchronous distance counselling is characterised by a time
delay between the client's communication and the counsellor's re-
sponse (Richards, 2013), for example communication using emails or
text messages. On the contrary, synchronous distance counselling
takes place in real time, for example using videoconferencing or live
chat platforms (Richards, 2013).

Distance counselling has been offered as asynchronous therapy
through email since as early as 1995, and just after this, synchro-
nous e-therapy evolved as technological advancements created the
opportunity for real-time communication (Richards, 2013). Since
then, it has been widely embraced because of its many strengths,
among which are the convenience it offers clients by saving them
the time and effort required to go to a facility that offers counsel-
ling (Griffiths et al., 2006), and its flexibility in allowing clients to
access the service on demand. Richards (2009) reports that most
submissions to a university online counselling service he studied
were outside working hours or on weekends, reflecting clients' need
and appreciation for access to counselling services at times other
than usual working hours.

Distance counselling in the United Kingdom also improves access
to counselling services for people who would otherwise not have
access to counselling, such as remote populations or people with dis-
abilities (Richards, 2013). Griffiths et al. (2006) and Deardorff (2010)
add that this form of counselling may also be better suited to isolated
or stigmatised groups as it is done in a setting of one's choice, thereby
affording more privacy. Distance counselling also offers more ano-
nymity than face-to-face therapy (Geldard et al., 2015) and so may
be preferred by clients with sensitive issues such as sexual problems
(Wright et al., 2008). As stated by Geldard et al. (2015), the increased
anonymity tends to encourage disclosure. Deardorff (2010) further
propounds that Internet-based treatment is cost-effective and it is
convenient for clients with mobility and transportation issues.

Despite its usefulness, there have been concerns around the
difficulty of monitoring the quality of counselling services offered
online and the potential for misuse of online counselling to take
advantage of vulnerable and naive users (Blanchard et al., 2016;
Richards, 2013). This is because verification of a counsellor's identity
and qualifications is more difficult online. Identity verification of cli-
ents is also a concern, especially with text-based therapies. Geldard
et al. (2015) emphasise that online counsellors need to verify the
identity of their clients at the start of the counselling relationship to
ensure that the service they are offering is suited to the client's age
and that parental consent is not required. They suggest that this be
done by arranging an initial face-to-face or videoconferencing ses-
sion and should be supported by a gathering of the client's contact
details, such as their physical address and phone number.

In addition, while videoconferencing preserves the visual and
vocal cues that form an integral part of the face-to-face counselling
relationship (Geldard et al., 2015), the loss of vocal and visual cues
in text-based therapies has been cited as a weakness in online coun-

selling by some authors, as they say it may lead to misinterpretation

Implications for practice

e Postmodern counsellors must fully utilise virtual coun-
selling as it allows them to cover a broader geographical
location.

e When using technology in counselling, counsellors must
assure their clients on issues of privacy and maintain an
international standard of practice where ethical issues
are observed.

e Counsellors should also take their time to understand

clients' feedback so as to avoid misinterpretations.

of messages and emotions (Barak et al., 2009; Richards, 2009).
However, Richards (2009) proceeds to highlight the therapeutic ben-
efits of writing as an advantage as it allows clients to construct their
story and, in the process, externalise the experience so that they
can reflect on it and gain perspective. Wright et al. (2008) concur
with this and point out that in New Zealand, writing has been used
traditionally in therapy in the form of unsent letters and journaling
and it helps clients explore their stories and express their feelings.
Asynchronous online therapy may therefore pose an opportunity for
clients who prefer to express themselves in writing to engage with
counselling services.

Another significant consideration in online counselling concerns
information security and privacy protection. Epstein and Bequette
(2013) put forward that counsellors who decide to engage in online
counselling should put measures in place to protect their clients' pri-
vacy, such as using secure storage and utilising passwords and en-
cryption, as well as keeping a backup of electronic client information
and files. Wright et al. (2008) also suggest that online counsellors be
conversant with safe information transfer mechanisms online, such
as the use of the ‘https’ protocol. According to Stifel et al. (2012),
in the United States, details on how information will be stored and
transmitted, as well as the risks to privacy, should be shared with the
client at the start of online counselling in order to facilitate informed
consent. In addition, Geldard et al. (2015) encourage counsellors to
share with their clients the steps they can take to protect their own
privacy, such as using password-protected devices.

There is a need to set out clear expectations on response times
in online counselling. According to Geldard et al. (2015), the coun-
sellor should communicate to the client when they will be available
to read and respond to the client's communication and when syn-
chronous sessions could be scheduled at the onset of the counsel-
ling session. Online counsellors should always provide emergency
contacts and protocols to clients for situations where emergency
assistance is needed (Barak et al., 2009), especially for asynchro-
nous counselling platforms where there may be a delay between
the client's communication and the counsellor's response (Stifel
et al., 2012). It is worth noting that online counselling may not be
suitable for all types of clients and problems and the counsellor

should take into consideration the client's technical skills in using
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technology, their writing skills in the case of text-based therapy,
and check for the presence of extreme pathology, which may hin-
der the effectiveness of online counselling (Barak et al., 2009).
Stifel et al. (2012) reiterate the need to consider the client's unique
situation, highlighting that online counselling may not be suitable
for suicidal clients, for example.

A second common use of technology within the counselling
profession is for purposes of information sharing and communica-
tion. Mullen et al. (2014) refer to this as the most basic use of tech-
nology in counselling. Geldard et al. (2015) point out that there
are no limits on who posts information on the Internet. Because
of that, there is information online concerning mental health that
is neither accurate nor helpful. There is a need for counsellors to
provide evidence-based information that clients and potential cli-
ents can access in order to increase awareness concerning mental
health issues (Geldard et al., 2015). With its worldwide reach, the
Internet is a significant information distribution channel (Mullen
et al.,, 2014); a fact that counsellors need to take advantage of.
Richards (2013) suggests that information may be disseminated
through online materials such as podcasts or videos, as well as
blogs and articles. Mullen et al. (2014) added Facebook pages for
counselling organisations as another option, as well as webinars
with live speakers.

Technology has also been applied in various other ways in
counselling. Richards (2009) refers to the use of virtual reality in
counselling sessions and the use of games in psychological treat-
ments. Virtual reality is a combination of hardware and software
to create synthetic but life-like experiences (Richards, 2013). An
example of this application is the 3D computer game Personal
Investigator, which may be used for adolescents with depres-
sion, anxiety and other behavioural problems and is premised on
solution-focused therapy (Richards, 2013). According to Geldard
et al. (2015), virtual reality may also be used for identity explo-
ration through activities such as creating an avatar and a virtual
world. This may be done in tandem with face-to-face counsel-
ling, where the counsellor and the client then discuss the aspects
brought out through virtual world creation. However, Richards
(2013) cautions that an excessive use of virtual worlds and games
may lead to an over-reliance on them at the expense of deteriorat-
ing face-to-face interactions and relationships.

Computer programs and multimedia that deliver psychologi-
cal interventions are also gaining popularity (Wright et al., 2008),
though these are still rarely found in the Zimbabwean context. They
may take the form of self-administered programs or multimedia such
as videos that deliver interventions (Richards, 2013). An example of
this is the program ‘Beating the Blues’ for patients with anxiety and
depression. Geldard et al. (2015) explain that this program has eight
sessions, which use filmed videos of people applying cognitive be-
havioural therapy techniques, a voice-over guide, online exercises
and homework tasks. According to Barak et al. (2009), in Australia,
Web-based programs have also been used to deliver cognitive be-
havioural therapy for clients dealing with insomnia and social pho-

bia. They go on further to explain that these interventions may be
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entirely self-guided or sometimes offer human support in the form
of feedback, guidance and support from a counselling professional
(Barak et al., 2009).

Counselling practice that utilises technology is guided by the
same ethical principles that undergird the counselling profession,
though the application and considerations related to these princi-
ples may be unique in the context of technology. While there was
initially a limited body of legal and ethical guidelines for the use of
technology in counselling (Mullen et al., 2014), a number of organ-
isations such as the Australian Psychological Society (APS) and the
British Association for Counselling and Psychotherapy (BACP) have
since developed guidelines for the use of technology in counselling
(Geldard et al., 2015). Organisations such as the International Society
for Mental Health Online (ISMHO), which was formed in 1997, have
also arisen in response to the need to support counsellors in the use
of technology (Wright et al., 2008).

Counsellor awareness of, and competence in, technology use
is a necessary ethical issue to address in this relatively new form
of counselling. According to Mullen et al. (2014), awareness among
practitioners of the potential uses of technology in counselling, as
well as the associated advantages and risks, is often limited. This
has a negative bearing on their competence and confidence in their
ability to use technology in their own practice and is potentially a
significant reason for the limited recorded use of technology in coun-
selling within the African context (Oraegbunam, 2009). Wright et al.
(2008) emphasise that there is a need for counsellors to be trained
to gain the knowledge and skills specific to the use of technology
within a counselling context and this need for training is seconded
by Barak et al. (2009). Related to this is the need for counsellors to
keep abreast of ethical guidelines and recommendations in the area
of technology use, as mentioned by Richards (2013). This is espe-
cially necessary due to the accelerated rate at which technology is
advancing.

Counsellors using technology in counselling need to clearly
outline the boundaries that apply within the counselling relation-
ship. Technologies such as phones, email and social media tend to
be viewed as personal, and Geldard et al. (2015) emphasise that
the counsellor must state clearly at the outset what the client can
expect with respect to response times, length and quantity of
contacts, and scheduling. For example, for email counselling, the
counsellor may inform clients that their emails will only be read
and responded to during normal working hours in order to main-
tain professional boundaries (Stifel et al., 2012). These boundaries,
outlined before clients give their informed consent, help to main-
tain professionalism and prevent inappropriate dual relationships
that may arise as a result of technology use (Mullen et al., 2014).
Another boundary to consider is personal social media connec-
tion with clients. With respect to this, Mullen et al. (2014) suggest
that counsellors discuss and explain their position to clients and
then use social media only for mass communication concerning
general issues, and strive to avoid sharing controversial personal
opinions that may reflect negatively on their profession and their

organisation.
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A study on technology use by Rainey et al. (2008) established
that the therapists' attitudes towards the use of technology in psy-
chotherapy were mostly positive, but lower when new technologies
are introduced. In other words, therapists are more comfortable

when using familiar technologies than new ones.

2 | OBJECTIVES
2.1 | The study seeks to explore:

the applicability of technology use in psychotherapy in an
African setting.

the opportunities for the use of technology in psychotherapy.
the challenges that affect the use of technology in psychotherapy.

2.2 | Rationale of the study

The study was driven by the high demand for counselling services
among people in Africa. It is not possible for counsellors to reach out to
all clients in Zimbabwe in particular as resources may not allow the cli-
ents to access counselling services that are often given in urban areas.
The development of technology globally was seen as a way to alleviate
the counselling challenges in Africa. The study was also designed to
act as a baseline study for other similar studies in Africa and beyond.

3 | METHODOLOGY
3.1 | Research approach

The current study used a qualitative research approach. This ap-
proach allows researchers to study phenomena in their natural
setting and also enables researchers to develop and explain social
phenomena as seen by people (Denzin & Lincoln, 2000). It was pru-
dent for the researcher to use a qualitative research approach in
the current study as it allowed them to explore the phenomena sur-

rounding the use of technology in psychotherapy.

3.2 | Research design

A phenomenological research design was used in this study. The
phenomenological research design was the most appropriate for the
current study as it permitted the participants and the researchers to
explore the use of technology in psychotherapy.

3.3 | Research instruments

The study made use of a semi-structured interview. A semi-

structured interview guide was prepared, guided by the objectives.

The semi-structured interviews were suitable for this study as they
enabled the researchers to get rich information regarding the use of

technology in counselling.

3.4 | Participants

Twelve participants who were purposively selected took part in the
current study. The sample was composed of seven female and five
male counsellors doing an MSc degree in Counselling Psychology
at a selected university in Zimbabwe. Although female participants
outnumber male participants, gender is not a critical variable in this
study. The participants had at least five years of working experience
in counselling.

3.5 | Sampling methods

A purposive sampling technique was used to choose the partici-
pants. It enabled the researchers to identify the therapists who par-
ticipated in the study.

3.6 | Data analysis

A thematic approach was used to analyse data. The thematic ap-
proach was suitable for the current study as it allowed the research-
ers to explore the use of technology in psychotherapy. Themes were
derived from the responses given by participants. Manual inductive
coding was done following the necessary steps as propounded by
Medelyan 2021. After the collection of data, research participants
received a copy of the coded themes for validation and adjustments
were made.

3.7 | Ethical consideration

The principle of confidentiality was observed in the current study.
Pseudonyms were used to identify the participants. Coding of data
allowed anonymity of participants. Informed consent was also ob-
served in this study as participants were informed of the purpose
and objectives of the study. Participants were also informed that
they were free to withdraw at any point during the process of data
collection.

4 | FINDINGS
4.1 | Technology use in psychotherapy
Participants of the study revealed that the use of technology in

counselling has been embraced in Zimbabwe and most therapists

have used it in one way or the other. It was also found that therapists
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have counselled their clients through phone calls, video calling, short
message service, emails and WhatsApp.

The following verbal quotes confirm the above:

4.1.1 | Participant 7

| have counselled my clients through the use of tech-
nology for some time now since | have clients all over
the country. | chat with my clients on WhatsApp and
text messages because it is cheaper than travelling to

my place.

4.1.2 | Participant 5

Use of technology is the in thing in this modern world.
My clients prefer calling and talking over the phone.
Some of the clients seem to be freer to talk over the

phone than face to face counselling.

4.1.3 | Participant 3

| have used quite a number of virtual gadgets in com-
municating and counselling my clients such as video
calling, cell phones and emails. My clients call me even
during weekends and even at night if they need to talk
with me about something.

It is therefore imperative that the use of technology be developed
so as to enhance competitiveness among counsellors. Above all, the
promotion of virtual counselling must be promoted to develop dis-
tance counselling relationships.

Results of the study revealed that technology use in psychother-
apy saves time and money spent on trabsportation, as clients receive
counselling from the comfort of their homes or preferred places.
Privacy is also guaranteed, especially for those wanting to discuss
sensitive issues such as rape and abuse. Clients seem to be more
comfortable when counselling is through virtual means.

The following verbal quotes are testimony of the above:

4.1.4 | Participant 3

Clients from remote places prefer counselling
through virtual means as it saves bus fares. They
also find it suitable during joining and breaking their
problems to the counsellor especially when the case

is sensitive.

5
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4.1.5 | Participant 12

| save clients from rural areas where my company
offers psychotherapy to adolescents and children.
Our routine is that we travel to the rural areas
twice a week to meet our clients. The intended cli-
ents are children and adolescents who would have
been abused. So virtual means is the in thing in the
postmodern world. My clients call or WhatsApp
me each time they need to talk. Adolescents
are fond of using technology in addressing their

problems.

4.1.6 | Participant 9

My clients are comfortable to share their prob-
lems through social media than face to face
counselling. They are comfortable to share
sensitive issues through phone or social media like

WhatsApp.

Apparently, technology has overwhelming advantages for both the
clients and the therapists in an African setting. As reflected by par-
ticipants, one of the best benefits of virtual counselling is providing
the much-needed services in areas that may not be accessed easily in

terms of geographical location.

4.2 | Opportunities for using technology in
psychotherapy

The results of the study revealed that it is very applicable for coun-
selling sessions to be done using technology. Clients from all cor-
ners of the country are accessible through virtual counselling. Video
counselling, for example, was found to be as effective as face-to-face
counselling. It necessitates the counsellor to read body language and
other gestures.

The following verbal quotes confirm the above:

4.2.1 | Participant 2

It is very possible to offer counselling through the
use of technology such as social media. Clients find
it more therapeutic as they have time to think and
express themselves. Typing of messages gives clients
time to reminisce and delete the messages if they are
not captured well and rephrase it which is not always

possible with face to face therapy.



MTEMERI ET AL.

6
J—WlLEY
4.2.2 | Participant 11

Distance counselling improves access to counselling
services for people who have no access to counsel-
lors. Most of the people in Zimbabwe live in the rural
areas and sometimes find it difficult to travel to town
to meet counsellors. The use of technology in coun-
selling has made it easier for rural people and people
from other remote areas to access counsellors.

4.2.3 | Participant 7

Typing the messages in response to the therapist is
therapeutic as people have an opportunity to delete
and rephrase. With video calling, counsellors can as-
sess gestures and body postures which may commu-
nicate the client's emotional state.

Accessibility and cutting of expenses, especially travelling ex-
penses, have been raised as critical in offering therapy using a virtual
model. It also emerged that the use of video calling offers a much-
needed physical presence to enable the therapist to view body lan-
guage and other non-verbal gestures.

4.3 | Challenges affecting the use of technology in
psychotherapy

Most participants raised more challenges than opportunities. Delay
of feedback was cited as one of the weaknesses of using virtual
counselling. It was also established that counsellors and clients may
not be competent enough in using some of the electronic gadgets.
The study further revealed that misinterpretation of issues may
arise, especially on media that require typing.

The following responses are attestations of the above findings:

4.3.1 | Participant 9

There is always delay in feedback especially emails
and SMS. Clients may take long to respond due to
connectivity or lack of data or airtime. Some clients

may take long before they respond to the counsellor.

4.3.2 | Participant 1

Typed messages may have more than one meaning so
both the client and the counsellor may misinterpret
the text.

4.3.3 | Participant 10

Connectivity may delay the counselling as most of
the places, especially in rural areas, have poor net-
work. Messages may take longer than expected to
reach the destination resulting in delay of help to
the client.

Although most of the participants were in agreement that
online counselling was the way forward, a number of demerits
were raised, as indicated in the quotes above. These include lack
of competence on the part of therapists and vagueness of typed
responses.

The participants suggested that it can be very expensive for cli-
ents to have access to gadgets such as computers or android hand-
sets that are compatible with video calling. Internet connectivity was
raised as one of the drawbacks in counselling using virtual media.

The following verbal quotes substantiate the above:

4.3.4 | Participant 1

Some cell phones are not compatible with some vir-
tual media like video calling and e-mails. There are
times when you want to see the client during coun-
selling so if the handset is not compatible then video

calling may not be possible.

4.3.5 | Participant 3

The use of technology may be too expensive for most
of the clients. Data in Zimbabwe is very expensive.
Most clients may not have adequate resources in
terms of finances hence sessions may be terminated

earlier than expected.

In other words, most clients face difficulties in accessing coun-
sellors as most of them do not have compatible gadgets to communi-
cate with the therapist. Connectivity may also hinder progress, as the
Internet is unreliable or expensive for clients to use.

Results of the study also revealed that virtual counselling may
have issues in terms of privacy.

The following responses attest to the above:

4.3.6 | Participant 2

Sometimes the environment won't be conducive for
fruitful counselling to take place. Disturbances may
arise during the session and that would affect the

smooth flowing of the sessions.
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4.3.7 | Participant 10

The clients may not be comfortable discussing with
someone they have never met. The issue of confiden-
tiality may be infringed as no consent forms would

have been filled.

In an African setting, it is not always practical for clients to dis-
cuss their problems without interference from the immediate environ-
ment as they normally live in extended families; hence, privacy will be

compromised.

5 | DISCUSSION OF FINDINGS

Results of the study revealed that counsellors use a variety of tech-
nologies in counselling. Such media include phones, emails, social
media (WhatsApp), video calling and SMS. This finding is in tandem
with Geldard et al. (2015) and Stifel et al. (2012), who asserted that
electronic gadgets are useful in psychotherapy. The study further re-
vealed that technology use in psychotherapy saves time and money
as clients receive therapy from their places of convenience. The
finding is in line with Deardorff (2010), who espoused that Internet-
based treatment is cost-effective and it is convenient for clients with
mobility and transportation issues.

The study also revealed that privacy is an important factor, es-
pecially for clients with cases involving sensitive issues such as rape
and abuse. Clients with sensitive issues may not feel comfortable to
reveal such delicate information to therapists in face-to-face coun-
selling. Wright et al. (2008) corroborate the above finding when they
stated that virtual therapy may be preferred by clients with sensitive
issues as privacy is somehow guaranteed.

Accessibility of clients in remote areas was cited as an advan-
tage of using virtual counselling. Most of the people in Zimbabwe,
including those in rural areas, may not have cell phones, which allow
clients to access counselling services. The finding is in contrast to
Richards (2013), Griffiths et al. (2006) and Deardorff (2010), all
based in Europe, who affirm that the use of technology in psycho-
therapy allows clients from all corners of the country to access coun-
selling. Although perhaps less advantageous for clients, video calling
was cited as very effective by therapists as it allows reading of non-
verbal gestures and body language. The use of video calling was also
alluded to by Geldard et al. (2015) and Richards (2013).

The study established a number of challenges, which ranged
from connectivity problems, delayed feedback and misinterpreta-
tions of written information. The poor network in Zimbabwe might
hamper the progress of counselling as feedback may take a long
time to get to the destination. Counsellors and clients might mis-
interpret the written language. Barak et al. (2009), in Australia, and
Stifel et al. (2012), in the United States, raised the above concern
when they asserted that virtual counselling may delay communica-

tion between clients and counsellors. Misinterpretation of messages
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and emotions is likely to arise, especially when dealing with written
information (Barak et al., 2009; Richards, 2009).

Privacy was also raised as a challenge in the current study. Clients'
privacy might not be assured when using some electronic devices,
especially cell phones. The storage of information might not be fool-
proof and other users might access the information or records. The
issue of lack of privacy when using online or virtual counselling was
also raised by Wright et al. (2008) and Epstein and Bequette (2013),
when they proffered the way forward by suggesting that counsellors
implement measures such as using passwords and encrypting their
devices, as well as having some backup devices in the event of vi-

ruses and unauthorised entries or theft of the gadgets.

6 | CONCLUSIONS

The use of technology in counselling has been debated in many
fora, and debates are still ongoing. In Zimbabwe, the use of tech-
nology has been embraced by a number of counsellors in one way
or the other. Counsellors have been using phone calls, emails,
WhatsApp and, to a lesser extent, video calling. There are a number
of benefits associated with e-counselling that counsellors and cli-
ents might want to take advantage of. Some of the benefits include
accessing clients in remote areas and saving time and money as-
sociated with travelling to physically meet the counsellor. However,
there are drawbacks of using virtual counselling, which include
poor Internet connectivity, delayed feedback, misinterpretations
and compromised client privacy. Improving the standards in virtual
counselling might surely allow many clients around the country to
access counselling services. This would be in the form of training
counsellors in the best and most affordable ways of using technol-
ogy in counselling.

6.1 | Implications for counsellors

Postmodern counsellors must fully utilise virtual counselling as
it allows them to cover a broader geographical location. When
using technology in counselling, counsellors must assure their cli-
ents on issues of privacy and maintain an international standard
of practice where ethical issues are observed. Counsellors should
also take their time to understand clients' feedback so as to avoid

misinterpretations.

6.2 | Recommendations to

6.2.1 | Counsellors

e Counsellors, based in Zimbabwe, highlighted the need for addi-

tional training in working online to support the technologically

mediated work they are engaged in.
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6.2.2 | Government of Zimbabwe

e Policies on virtual counselling to protect both the client and
the counsellor be enacted.
e The government should strive to improve Internet connectivity in

the country so that clients will be reached without difficulties.

6.3 | Limitations of the study

The findings of the current study may not be generalised to the
whole of the country, let alone all African states, as the study was
carried at a single university in Zimbabwe.
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