
Multimedia Appendix 2. Summary of feasibility and acceptability studies of synchronous text-based 

psychological interventions.

Study Type of 

intervention

Other 

technologies

Support 

service

Interventionists Population Outcome Implications

S15. Baumel 

(2015), United

States [32]

Web and app 

based chat 

system

Web-based 

training 

modules (text, 

video, and 

quiz);

Online 

profiles;

Automatically 

triggered 

counseling tips

for listeners 

during chat;

Web-based 

questionnaire

Emotional 

support, for 

example, 

relationship 

issues, 

loneliness, 

depression, 

anxiety, and 

other 

emotional 

problems

Volunteers who 

conducted a 

computerized 

training program 

on active-

listening

General 

population 

Users rated 

service provide

by volunteers 

as helpful as 

psychotherapy 

and as more 

genuine

Training of 

volunteers can 

be made 

scalable with 

Web-based 

computerized 

modules on 

general 

counseling 

skills 

S16. Baumel 

et al (2016), 

United States 

[33]

Web and app 

based chat 

system

Web-based 

training 

modules (text, 

video, and 

quiz)

Online 

profiles;

Disorder 

specific 

training 

modules;

Web-based 

questionnaire

Emotional 

support to 

complement 

ongoing 

treatment

Trained and 

experienced 

volunteers who 

conducted Web-

based training in 

active listening 

and a disorder 

specific training

Schizophrenia-

spectrum 

disorder 

patients

Users rated 

service 

provided by 

volunteers as 

helpful as 

psychotherapy 

and more 

genuine.

Volunteers can 

be trained on 

the Web with 

computerized 

modules to 

provide 

emotional 

support for 

specific 

disorders

S17. Baumel 

et al (2016), 

United States 

[34]

Web and app 

based chat 

system

Web-based 

training 

modules (text, 

video, and 

quiz)

Online 

profiles;

Disorder 

specific 

Single session 

of chat support

Trained and 

experienced 

volunteers who 

conducted Web-

based training in 

active listening 

and a disorder 

specific training 

Women with 

perinatal 

depression and 

anxiety 

Service was 

rated as usable 

and useful. 

Strong interest 

for peer-

support

Online support

outside regular

therapy times 

could help to 

meet patients’ 

support needs



Study Type of 

intervention

Other 

technologies

Support 

service

Interventionists Population Outcome Implications

training 

modules

S18. Dowling 

and Rickwood 

(2014), 

Australia [35]

Web-based 

chat service 

(eheadspace)

—multiple 

sessions

Virtual waiting

room

Web-based 

advertisement

Email

Web-based 

questionnaires 

(pre and post 

intervention)

Support 

relating to 

psychological, 

psychosocial, 

vocational, and

educational 

issues

Youth mental 

health clinicians 

with 

qualifications in 

psychology, 

occupational

therapy, mental 

health nursing, 

or social work

Young people 

16-25 years 

with mental 

health issues 

(eg, anxiety 

and depression,

relationships; 

suicidal 

ideation and

self-harm)

Highly 

distressed 

visitors but 

significant 

reduction after 

intervention

Although 

multi-session 

interventions 

have better 

treatment 

outcomes, a 

single session 

is the preferred

choice of 

visitors
S19. Dowling 

and Rickwood 

(2016), 

Australia [36]

Web-based 

chat service 

(eheadspace)

Virtual waiting

room

Web-based 

advertisement

Web-based 

Questionnaires

Support 

relating to 

psychological, 

psychosocial, 

vocational, and

educational 

issues

Youth mental 

health clinicians

with 

qualifications in 

psychology, 

occupational

therapy, mental 

health nursing, 

or social work

Young people 

16-25 years in 

virtual waiting 

room of mental

health chat-

service

Web-based 

chat clients: 

are highly 

distressed; 

have very low 

levels of hope; 

have high 

treatment 

outcome 

expectations

Uses Web-

based tools 

such as 

questionnaires 

beforehand. 

The data 

collected with 

these tools 

could help 

session 

preparation
S20. Gaffney 

et al (2014), 

United 

Kingdom [37]

Automated 

instant 

messenger 

chat 

interface(s) 

with a 

computerized 

therapist

Manage Your 

Life Online 

chatbot;

ELIZA, a 

chatbot from 

1966

Supporting the

process of 

recognition 

using Method 

of Levels 

psychotherapy 

approach

Chatbot(s) Preselected 

university 

students with a 

problem that 

causes them 

distress

Distress, 

depression, 

anxiety, and 

stress were 

reduced after 

interactions 

with one of the

chatbots

Chatbots could

potentially take

over some 

restricted and 

predefined 

tasks in an 

online 

psychotherapy 

session
S21. 

Lindenberg et 

al. (2011), 

Ireland [38]

Web-based 

chat service 

with counselor

and group

Psychoeducati

onal Web 

page,

Online forum,

monitoring 

and feedback 

program

Prevention of 

eating 

disorders

Professional 

counselors

College 

students

Chat features 

were 

considered a 

good concept; 

Few 

participants 

actually used 

individual 

Web-based 

stepped-care 

modules can 

be used to 

augment and 

personalize 

interventions



Study Type of 

intervention

Other 

technologies

Support 

service

Interventionists Population Outcome Implications

chat;

Most 

participants 

found program

through Web-

based search 

(67.65%)
S22. 

Pietrabissa, et 

al (2015), Italy

[39]

Chat 

functionality 

in Facebook

Advertisement

through public 

Facebook 

psychology 

issue 

discussion 

groups;

Email;

Friendship 

request on 

Facebook;

Google forms 

for 

questionnaire

Preliminary 

advice and 

discussion 

around 

participants’ 

main 

psychological 

issues (eg, 

depression, 

anxiety, and 

relationship 

difficulties

Professional 

psychologist

All age groups,

44.8% with at 

least one 

session with a 

psychologist in

the past

Web-based 

articles on the 

Web page and 

social network 

services, as 

well as Web 

-searches were 

the main 

pathway to the 

service.

Most (79.2%) 

of participants 

stated to prefer

the Web over 

in-person 

consultation;

Mostly 

because of 

immediacy of 

support, 

economic 

convenience 

and lack of 

knowledge 

about other 

services.

About half 

(48%) of the 

respondents to 

the follow-up 

questionnaire 

requested 

further 

Social network

sites such as 

Facebook have

become 

increasingly 

popular and 

should be 

considered as a

platform for 

psychological 

service for 

individuals 

(with 

Facebook 

chat), as well 

as a means to 

communicate 

and inform 

larger amounts

of people (in 

Facebook 

groups);

Web-based 

chat can be a 

gateway and 

help motivate 

people seeking

professional 

help



Study Type of 

intervention

Other 

technologies

Support 

service

Interventionists Population Outcome Implications

psychological 

support
S23. Reynolds 

et al (2013), 

United States 

[40]

Chat (or email 

exchange)

Web-based 

questionnaire

Web-based site

with personal 

login for 

clients and 2 

weeks history;

Reminder 

email service

Psychotherapy 

(including 

depression and

anxiety)

Predominantly 

US licensed 

psychotherapists

19-55 year old 

people 

recruited from 

various mental 

health sites 

(Web-based 

and regular) 

Session impact

and therapeutic

alliance scores 

were equally 

as strong or 

stronger than 

for face-to-face

therapies in 

other studies;

Lower arousal 

ratings for 

intervention 

compared with

previous face-

to-face data

Web-based text

based 

psychotherapy 

has promising 

potential as a 

therapy form;

Online 

interventions 

might benefit 

from a calming

effect 

compared with

face-to-face

S24. Rodda 

and Lubman 

(2014), 

Australia [41]

Web-based 

chat

Email

Push-page 

technology (to 

reuse 

previously 

developed 

content in 

chat)

Profile page 

for visitor with

referral info, 

assessment 

results, and 

previous 

sessions

Counseling 

service for 

problem 

gambling

Trained 

gambling 

counselors

Open to all age

groups

About one 

third of 

registered 

visitors 

returned for 

second session;

New treatment 

seekers are 

more often 

male and under

30 years

Web-based 

chat is a viable

alternate mode 

of service 

delivery that 

attracts new 

treatment 

cohorts
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