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Abstract 
Technology and the use of internet has taken counseling service beyond the face-to-face to online counseling 
services. Online counseling has been available and widely used as more people are going online. Therefore this 
research aims to examine the perceptions of University of Jordan students toward online counseling. A sample of 
210 respondents were selected to complete online questionnaire that contains two aspects of knowledge about and 
attitude toward online Counseling. The results of the study indicated that respondents have adequate information 
about the field of online counseling. However, face to face counseling was not the first preferences for most of the 
respondents. They have a positive attitude and a high level of preferring toward online counseling, and they believe 
that online counseling is an essential part of their way to deal with daily life problems. The results also indicated 
that social media is most effective way that help respondents to get online counseling, and it has tremendous effect 
on respondent's life.  
Keywords: Internet based counseling, cyber-counseling, online counseling, health counseling, e-therapy 
1. Introduction 
The revolution of technology and the use of internet and its related web resources has taken counseling service 
beyond the face-to-face to electronic-based counseling services (Aaron et al,. 2005). Psychiatrists and counselors 
are turning to new way to help their patients, instead of coming to the office, they can simply register to an online 
counseling website, this new way of counseling  is also known as e-counseling (Brown, 2011) (Chester and Glass, 
2006) , cyber-counseling or tele therapy, some clients consider e-counseling as a substitute to In-office counseling 
(David et al., 2005) while others don’t think it replaces the traditional methods, so they still visit the office even if 
they tried e-counseling to (Delida, 2005). This method can be done using traditional communication tools over the 
internet, such as: E-mails, Internet-voice calls, chat rooms, IM, and video conferences (Alleman, 2002).   
The  first online counselling was demonstrated between computers at Stanford and University of California 
(Kolog, 2014, Fang, 1972), Los Angeles in International Conference on Computer Communication (Rummell, and 
Joyce, 2010).. Some of the many reasons that make people register or start to use online counseling is that e-
counseling is cheaper than traditional counseling, not all e-counseling specialists require insurance (Gelso, 2000)., 
clients can maintain their privacy by taking therapy at home instead of visiting the psychiatrist’s office allowing 
them to take their time to organize their thoughts (Glueckauf, 2002)., the sessions can go as long as the client 
wishes and it can also be delayed or canceled easily and clients can also reselect their counselor (van de 
Luitgaarden, 2016). 
Clients who prefer to stay unknown use this kind of therapy, along with young teenagers who can’t get to the 
psychiatrist’s office because they can’t drive. There are plenty more who find e-counseling beneficial, such as 
people who cannot leave their house because of a disability, people who choose not to leave their house counselor 
so they can avoid “triggers” caused by the outside world and abused people who can’t risk their abuser knowing 
about their therapy sessions. As clients find time to arrange their thought, therapists benefit from that time to 
carefully structure their questions (Holmes, 2004 Luitgaarden, 2016), chatting online also makes it easier for the 
therapist to supply his client with many websites which may help him/her case, e-counseling also makes it easier 
for the therapist to talk to his clients anywhere in the world, without even having to be at the same country.   
Online counseling is distinguished to have some special characteristics like appropriateness, lack of social 
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communication, unknown parties, distances and time frames (Jeffrey, 2005). The pre-mentioned features are 
associated with some positive and negative issues. Mostly, they were dealt with through providing appropriate 
guidelines to handle ethical and practical points (Kanz, 2001, Holmes, 2004) 
Online counseling aims to help who want consultation services to identify and understand the characteristics of 
the same abilities and trends as Acquisition individual setting skill (Kraus and Zack, 2004; Larsen, 1998). self-
directed, which means bringing it to the degree of awareness of itself and its capabilities and understanding of the 
conditions and surroundings understanding, Achieve compatibility (Mallen, 2002) and adapt to the consultation 
recipient in order to facilitate their ability to perform various functions (Clark, 2002). Counseling help who need 
consultation to discover their abilities (Kraus, et. al 2004). And determine their goals and help them to draw their 
plans in line with their willingness (Kanz, 2001). It also aims to bring positive changes in the patterns of behavior 
of who need counseling towards community cultural and professional and help him discover himself and take and 
to take its own decisions (Fang, 2013). 
There is no doubt that online counseling have multiple benefits and advantages have that led to the spread of the 
accelerated of consultation institutions to application (Larsen, 1998)., the benefits of online counseling as Meeting 
the needs of those who cannot come for consultation inside consultant building or live too far away from it 
(Mallenand Vogel, 2002), representation of online counseling of the means of continuous learning and lifelong 
learning (Clark, and Stone, 2002), expansion of the large capacity of who need online counseling compared to the 
potential limited in this area, Speeding up the information technology used in the development online counseling  
(Fang, 2013), and enrich his roles and his creativity in this area and the using of computer information systems 
with renewed high potentials (Lin et al., 2013) 
There are many essential elements of online counseling such as the contact form which consists of four basic 
elements: consulting provider and who receive counseling (Lewis, and Coursol, 2007), information and 
communication channel that is divide between face to face counseling and online counseling (Rochlen, et al., 2004).  
Online counseling consists of the following elements: Consulting provider “counselor” (Shaw and Shaw, 2006). It 
is a people who design the contents of online counseling on the internet and explains the knowledge and contact 
with any one need counseling by contacting methods (Rochlen et al., 2004), Online counseling content: the 
information and knowledge that are the content of the scientific material that interacts with who receive counseling 
and counselor, Consultation interface (Rummell, Cand Joyce, 2010): The means that will allow the interaction 
between who need counseling and counselor via the Internet on one hand and between who receive counseling 
and the content of material on the other hand by using contacting methods  (Rockwell et al., 1999) Counseling 
receiver: a person who requests counseling in the vicinity of the connection by communication interface (Sampson 
et al., 1997) 
There are many Requirements for Transformation from face to face to online counseling and Difference between 
online counseling and Face to face counseling (Stofle, 2001); In comparing online counseling to Face to face 
counseling it has many benefits such as online counseling Gives an opportunity for various segments of society 
from housewives and workers in factories, counseling the fact that integrated with the work (Suler, 2000). Ease of 
updated counseling material submitted electronically (Skinner, and Latchford, 2006). Online counseling provides 
freedom to communicate with the consultor provider at any time and ask questions that he wants her interrogation 
is done through various means such as e-mail and chat rooms (Sampson, 2000). Also counseling online may be 
received any place and is not committed to a particular location (Suler, et al, 2001). But in Face to face 
counselingthe patient receives counseling Face to face counseling in  traditional way at the same time and same 
place (Tate and Wing  2003), it is required to come to the consulting building (Tai, 2005). It defines the 
communication with the consulter with a time limit and takes some of the recipients of counseling the opportunity 
to ask questions because the time for all is not available (Yager, 2001, Yager, 2003). 
This study conducted under the general theme of Jordanian University students' perceptions toward online 
counseling. The overall purpose is to scrutinize their knowledge about and attitudes toward online counseling, the 
focus is on the frequency of using internet and online counseling, material and devices used to reach online 
counseling and the effect of using online counseling on their life. 
2. Related work  
In 2005, Mallen, along with others, applied the practical points of e-counseling, with its Technology, ethical issues, 
observation, training and matters related to suitability and competency. They studied online therapy’s benefits and 
boundaries and offered guidelines for all kinds of clients and specialists. They also made clear that it was necessary 
to discuss the skills and parts related to online therapy, and that may be done by using examples of synchronous-
chats’ sessions. In Bogo 2013, an examination tool to validate the competency of  both professionals and trainees 
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in cyber-counseling, this method was called (COSCE) which is Cyber-Counseling Objective Structured Clinical 
Exam, the aspects which were tested in regards of the COSCE are, interior coherence, interline accuracy and 
interrater reliability. They used traditional group assessment methods and using the analysis assigned to the 
exploratory agent to assess the coherence of the construction. According to Bambling and his colleagues (2008) e-
counseling is a separate self-dependent service and works as a helping factor to the other services. Synchronous 
and asynchronous chats can be conducted in a virtual world, and through that, counseling process takes place. 
A case study of empirical kind was concluded by Luitgaarden and der Tier in 2016, the targets of the study were 
social workers and service users, the purpose was to establish a relationship between the two parties via chat rooms, 
the study was based on analyzing two conversations from the chats they conducted and an interview from each 
one of the Sample in the research, making it a sum of five interviews and ten conversations. 
In 2005, Vogel and Mallen further discussed the matter of importance of clarifying how helpful the services that 
people find online for mental health and behaviors, in providing them with psycho-education and methods to help 
themselves and help others, also in offering direct therapy and counseling, they also studied a lot of insights 
provided by reactants, such as their beliefs on how appropriate these online services are for people underserved, 
or on the priority that should be given to online counseling and whether it should come first or second in the area 
of counseling.  
A study conducted by Granello 2000 and Krieger 2004, illustrated that demonstrating the hesitancy in applying e-
learning methods on educating and practicing counseling, and may be achieved through practicing foresights and 
the dubitable research that backed up the efficiency of online education.  
Researchers in 2016, such as Omeje and Egeonu illustrated that the universities in Nigeria and especially the 
southern Eastern ones, have facilities which are specialized in e-counseling, and this was in a study for federal 
universities’ undergraduate students. The therapists and students also use this method (e-counseling) to help with 
their career info distribution. Some conclusions were made based on the results of the study. More standards were 
set by Barnett in 2005, as he actually studied the process of e-counseling, such as distributing information in a 
more effective way, improving the training process, having more access to programs which are associated with 
innovation, and the growing support efforts. 
Tai Chang made an article in 2005 that also illustrated what was recommended in regards to e-counseling’s practice 
and study, the study extended to the journal issued in November of 2005 called “The Counseling Psychologist”, 
this journal focuses on giving the priority to researching and practicing psycho-education, parties mutually helping 
each other and helping themselves. The study suggests that the number of American people searching the web to 
educate, help and support themselves on a psychological level, is a lot bigger than the number of those looking for 
e-counseling by another individual. This article aimed at supporting the huge number of people in America and 
abroad to create their own agenda related to practicing and researching information about mental health and how 
to help themselves and others mentally. Another study was conducted by Delida Sanchez in 2005 to see how 
appropriate e-counseling may be for the people who live in underserved areas. She provided methods on how to 
help and serve those people to get online psycho-education, she also illustrates those methods where the internet 
is nowadays helpful for this kind of counseling. 
3. Methodology 
3.1 Sample of the Study  
The Sample in this study are students in bachelor and master degree from Faculty of Educational Sciences in the 
University of Jordan within the range of (18-40) years old. The original sample on which the study tools were 
applied consisted of 210 as shown in table 1. 
 
Table 1. Distribution the sample of the study 

Demographic Variables  percentage  
Gender Male 89. 5 % 

Female 10.5 % 
Age 18-20        72.43 % 

20-25 4.8 % 
26-30 5.65 % 
30-40 4.3 % 

Qualification Bachelor 83.8% 
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 Master degree 16.2% 
Scientific specialization Counseling and Special Education 76.7 % 
 Other  23.3% 

 
The demographic characteristics of the sample are listed in Table 1. It can be observed that 89.5% of the Sample 
were females and 10.5% were males and 72.43% were Less than 20 years, 4.8 % of the Sample were between 20 
and 25 years, and 5.65 % were between 20 and 25 years, 4.3% were above the age of 30 years. Around 83.8% of 
the sample in Bachelor degree qualification and 16.2 % in Master degree. It can be observed that 76.7 % of the 
sample were studying in counseling and special Education 
3.2 Data Collection and Analysis Method 
The data collected using online questionnaire. According to Chisnall (1997) the non-response is a critical limitation 
of a research, and in order to reduce a non-response rate, the researcher was available at the time of disseminating 
the online questionnaire to the sample. 210 questionnaires were distributed on a sample of graduate and 
undergraduate students 
The questionnaire was reviewed by the researchers at the faculty of educational Sciences at Jordan University. The 
questionnaire contains Part I that was used to collect the demographic date. Part II have questions that intend to 
measure the knowledge about and attitude of online counseling. After collected the data from the sample of the 
study, SPSS v.11.5 was used for data analysis statically, reliability analysis and regression analysis were applied 
in statistical analysis. Testing the questionnaire reliability was using Cranach alpha. A value with more than 0.7 
means a good consistency. The value of Cronbach's alpha for all paragraphs are higher than 0.7 which indicate an 
acceptable values of research testing, the reliability in the 70% range was acceptable and those who were over 80% 
were good (Sekaran, 2003). 
4. Results 
The results indicated that 91% of the sample of the study used internet in daily base. A highly percentage of 82% 
of the sample use online counseling in daily base. hence, 48.2% had used online counseling more than ten times, 
21.9% had used online counseling between 4 to 10 times and only 29.9% had used online counseling between 1 
to 3 times, as shown in table 2.   
 
Table 2. Frequency of using internet and online counseling 

How many time do you use the internet Daily  Weekly Monthly  Yearly 
 91% 4.7% 3.3% 0.9% 
Have you ever used online counseling     Yes  No    
 82% 18%   
How many times do you use online counseling  1 -3  times 4-10  More than 10 times   
 29.9% 21.9% 48.2%  

 
The results showed that the most common devices used to reach online counseling are Mobile, Computer and 
laptop devices and the most used method of communication in online counseling are websites and social media 
with a possible rate of 52.6% as shown in table 3 and table 4: 
 
Table 3. Devices used for online counseling 

Computer and laptop Mobile Landline telephone Others 
33.9 54.6% 10.3% 1.2% 
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Table 4. Method of communication used for online counseling  
Method of communication used to 
reach online counseling  

E-
mail 

Voice over internet 
protocol 

Video 
conferencing 

Websites and 
Social media  

 27.3% 14.8% 5.3% 52.6% 
 
Most of the sample of this study have positive attitudes toward online counseling and they feel comfortable to use 
it when they face trouble or need help the result indicated that 72.3% of the sample see that online counseling is 
better than face to face counseling and 83.6% feel more comfortable when they use it as shown in table 5.  
 
Table 5. Attitudes toward online counseling 

No. Item Yes No  
1 Online counseling is better than face to face counseling   72.3% 27.7%
2 I feel more comfortable with online counseling than face to face counseling 83.6% 16.4%
3 In the future, would you use online counseling when needed 75.5% 24.5%
4 Do you think it is important to have a short training program to explain how 

counseling can be helpful to you before using online counseling 
85% 15% 

5 Do you believe online counseling can be as effective as face to face counseling 65% 35% 
6 Do you think it is important for online counselor  to meet you in-person before 

providing online counseling services 
28.8% 71.2%

7  Do you know anyone (other than yourself) who has used online counseling or 
therapy 

61.7% 38.3%

8  Do you recommend other people to use online counseling 82.9% 17.1%
9 Online counseling will help me to discover more about myself  67.2 % 32.8 %
10 If you have personal problem do you prefer to go to online counselor more than face 

to face counselor  
84.4% 15.6%

11 If you have emotional problem do you prefer to go to online counselor more than face 
to face counselor  

82.1% 17.9%

 
Results in table 5 showed that highly percentage of 75.5% of the sample will use online counseling when needed. 
The results of this study also indicate that there are statistically 85% think it is important to have a short training 
program to explain how online counseling can be helpful to them before they use online counseling, Result showed 
that large percentage of 65% believe that online counseling can be as effective as face to face counseling, 28.8% 
think it is important for an online counseling provider to meet with in-person before providing online counseling 
services. The percentage of the sample about knowing anyone else who has used online counseling or therapy was 
61.7% and the major percentage of 82.9 % recommend other people to use online counseling. The majority of the 
sample prefers to use online counselor to solve both their personal and emotional problems 
The results shows that online counseling is available and easily to be accessed from everywhere anytime they want 
by using the internet with percentage of 85%. Therefore the majority of the Sample prefer to rely on online 
counseling to solve their daily life problems and feel that the information they get from online counseling is useful 
and is very helpful for them as shown in table 6.  
 
Table 6. knowledge about online counseling  

No. Item YES NO 
1 Online counseling is available and easy to access 85% 15% 
2 Do you prefer to rely on online counseling to solve  your daily life problems 68.6% 

 
31.4%
 

3 You feel that the information that you get from online counseling is useful 59.5% 40.5%
4 Online counseling reduce time wasted in face to face counseling   75.5% 24.5%
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5 Online counseling have privacy.   72.7% 27.3%
6 All online counseling resources are trusted (websites,   Social media, chat, blogs) 44.7% 55.3%
7 When using online counseling there is no need for attendees to counseling sessions 

through the process in contrast to traditional way in face to face counseling 
76.4% 
 

23.6%
 

8 Online counseling  provide different types of counseling techniques which is not 
possible in face to face counseling  

84.3% 
 

15.7%

9 The online counseling  provide an easier method to get counseling   73.2% 26.8%
10 The online counseling  provide many counselling services that patient need 84.9% 

 
15.1%
 

11 Online counseling  contributes in solving the problems facing people who need 
counseling and shy to use the traditional face to face counseling 

80.8% 
 

19.2%
 

12 Do you think online counseling is an effective way to deal with psychiatric disorders 
such as depression , emotional distress …etc.  

14.3%  85.7%

13  Do you think online counseling is an effective way to deal with behavioral problem 
such as problem solving, increasing awareness, self-control ….etc.  

63.4% 36.6%

 
It can be observed from table 6 that 75.5% of the Sample find that using online counseling reduce time wasted. It 
also provide privacy; so the students have the ability to express themselves without any boundary through the 
online and internet tools which is considered private. Despite the high rate of privacy the results showed that 55.3% 
see that not all online counseling resources are trusted as matter of hacking or information leak that may happen. 
Most of the responses indicated that when using online counseling there is no need for attendees to counseling 
sessions and it also provide different types of counseling techniques which is not possible in face to face counseling 
The results showed high rate from the Sample whom believed that online counseling may provide easier way to 
get the services of counseling to meet the patient needs, furthermore the results showed that online counseling 
contributes in solving the problems facing who need counseling with rate of 80.8%.  
Most sample results showed that online counseling is an effective way to deal with behavioral problem such as 
problem solving, increasing awareness, and self-control but not with psychiatric disorders. 
 
Table 7. The effect of online counseling  

How you describe the 
effect of  online 
counseling in your life   

No 
effect  

Rare 
positive  
effect  

Moderate 
positive  
effect  

Strong 
positive  
effect  

Very strong 
positive  effect 

 7.6% 11.8% 30.4% 42.1% 8.1% 
 
The results of the study indicated that using online counseling have strong positive effect on their life with possible 
rate of 42.3% while 7.6% mentioned that online counseling has no effect in their life as shown in table 7. 
 
5. Discussion  
The purpose of this study was to explore Jordanian University students' knowledge and attitudes toward online 
counseling. The results of the study indicated that students had adequate information about the field of online 
counseling. If they were to choose between face to face and on line counseling their preference would be on line 
counseling because of their worries about face to face counseling. As a Jordanian, in our culture face to face 
counseling is related to the concept of psychiatric disorders which is not accepted-regardless of their severity or 
type. Singh (2012) suggests that there are many reasons that make people do not utilize face to face counseling 
such as shame, stigma, and accessibility. As a result, some people in Jordan never reach face to face counseling 
services for cultural reason. 
The findings also showed that the Sample demonstrated a high level of preferring online counseling. According to 
Richards and Vigan (2013) online counseling can have a similar impact and is capable of replicating the facilitative 
conditions as face-to-face counseling.  In Jordan online counseling is becoming more popular and viable form of 
counseling with advances in Information and communications technology (ICT), so the available and easily access 
internet in Jordan through mobile and wireless network make it easy to get online services and resources, which 
helped user's to reach online counseling very fast and get response any time of the day. According to Zamani and 
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her colleagues (2010) online counseling has been available and widely used as more users are going online, and it 
is important to note that more people will continue to look to the internet as a resource for dealing with their 
problems 
The results showed that social media is most effective way that help people to get online counseling due to the 
variety of information that exists in social media which explained why the Sample in this study rely on internet to 
get online assistant in their personal problems which is difficult sometimes to ask counselors face to face. And the 
other reason was if the participant could not attend some of the sessions due to some reasons like getting sick, 
going abroad, or severe bad conditions, so they prefer online counseling in order not to miss the sessions.  
The most interesting finding in this study that most of the sample showed positive attitude and tremendous effect 
in their life by using online counseling. This results similar to the results of the study that conducted by Zamani 
et.al. (2010) Bato &Marcial, (2016).  
On the other hand, most of the sample assumed that not all problems can be resolve by online counseling they 
thought that online counseling is best with problem solving, time management, increasing awareness, self-control 
and addiction. Almost the entire sample believed that online counseling is not proper with severe problems like 
mood or psychiatric disorder. And they had concerns about the loss of nonverbal, ethics, trust, confidentiality, 
security, reliability, technical malfunctions, pacing and empathy, so the lack of perceived privacy and security 
during online counseling sessions and the fear of being caught while conducting online sessions were the main 
concerns reported by the sample. 
According to Teh and his colleagues (2014) The attitude towards online counseling (vis-à-vis face-to-face 
counseling) was generally positive and the sample in his study indicated openness to conducting online counseling, 
but they still consider face-to-face counseling more effective than online counseling.  
6. Conclusion 
This study showed good knowledge about online counseling and the respondent believe that online counseling is 
essential part of their way to deal with daily life problems. So they think that taking training program in online 
counseling will be helpful and assist to deal with effective and behavioral difficulties and it would enhance the 
opportunities to get professional help. Therefore, the study recommends further research to explore the differences 
between men's and women's perceptions of online counseling; in addition researchers may want to address the 
evidence of discomfort toward face to face counseling services than online counseling services. Additional areas 
of research should be considered is to understand how attitudes toward online counseling related to some variables 
like age, gender, socioeconomic status, marital status. 
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