
REMOTE LEARNING 
Student Wellbeing

TELE-COUNSELLING 
PARENT/ STUDENT INFORMATION 
AND FREQUENTLY ASKED QUESTIONS SHEET 

Given the unprecedented situation that is unfolding globally, Our Lady of Mercy 
would like to ensure we continues to provide pastoral and mental health support to 
our students and as such will be offering tele-counselling. 

Who can offer tele-counselling?
All CEWA School Based Mental Health Practitioners (MHP) will have access to provide 
tele-counselling services if counselling was part of the normal service they offered 
to students. 

How can a student access tele-counselling?
• Email
• SEQTA
• Video conferencing.

Social media is not considered an appropriate method of communication with 
students.

What is the approved platform for offering videoconferencing?
Microsoft Team is protected by military-grade technology; ensuring your child’s 
information is safe and secure. Meaning that the way the information held in storage 
about your child is protected with the highest level of security (the same as the ATO 
and AFP) and is compliant with state and federal policy and the internal policies set 
by Catholic Education Western Australia. These policies ensure that your child’s data 
is not shared to external parties and is only used for the purposes of education. 

How are appointments made?
Parents and students should access the practitioner via SEQTA for an appointment. 
Prior to each session students will receive an link to Teams tele-conference via SEQTA 
from the practitioner indicating the time and date of the session. 

What time are services available from? 
Counselling Services will only be available between 8:45 am and 3:05 pm, Monday, 
Tuesday, Thursday and Friday. The Counselling service will not be available on 
Wednesdays or during school holidays.

What if I can’t connect?
In the event that the MHP cannot connect to the student through Teams, a notification 
will be sent via SEQTA to the student and an alternative time can be offered. If the 
student has not been contacted by the MHP at their allocated time and requires 
an appointment, it is recommended that the student contact the MHP via SEQTA to 
discuss an alternative appointment time.  
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Is a consent form required?
Counselling services will only be provided to those students whose parents have 
signed the consent form or the student has signed in the event of mature minors. 
Consent form templates are provided. 

What privacy requirements apply when delivering a service via tele-counselling?
The Privacy Act 1988 (Commonwealth) (Privacy Act) (see www.legislation.gov.au) 
applies to all private practitioners. The Australian Privacy Principle (APP) number 11 is 
particularly relevant to keeping personal information secure.

In a tele-counselling environment, this means providers are required to take 
“reasonable steps” to secure personal information such as addressing the potential 
for interference or breach of privacy if a telehealth session or email (e.g., homework, 
invoice) is ‘hacked’ or a recorded session is lost or stolen. 

Who is responsible for ensuring privacy? 
Parents are responsible for providing a safe and confidential place within the family 
home where the student is able to access the tele-counselling services. In this space 
they will need a device that can provide access to the Counselling Services.

The MHP is not responsible for ensuring safety and confidentiality within the family 
home. If this cannot be assured, then counselling services will not be provided. The 
MHP is however responsible for ensuring the students privacy within their home or 
work environment.

MHP’s should take “reasonable steps” to secure personal information (including 
addressing the potential for interference or breach of privacy if a session, emails or 
notes are ‘hacked’ or lost or stolen). This includes notes that are taken and stored 
(even temporarily) in a remote location such as a home office if a MHP is working from 
home. 

What happens if a confidential space cannot be maintained?
If at any time during the session, the student or MHP feels that confidentiality cannot 
be maintained or has been hindered in any way (e.g. someone is interrupting), it is the 
right of either the student or the MHP to stop the current session and reschedule at a 
more appropriate time.

What about managing risk and safety? 
A student who presents with a significant psychological disturbance or in crisis may 
also not be suitable for tele-counselling unless adequate support can be implemented 
in the student’s location (e.g., more intensive general practitioner (GP) involvement) to 
support the psychological intervention. 

MHP’s need to consider how to address any risk of harm to self or others by the student 
prior to providing services. Recommendations for working with students who pose a 
risk of harm to self or others are provided in the APS document “Considerations for 
Telehealth providers”
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What if a student discloses harm to self, to others or from others?
If at any time the MHP is concerned that the student is hurting themselves, hurting 
someone else or someone is hurting them, then MHP will follow the CEWA Ltd policies 
and procedures.

What if it’s urgent?
School tele-counselling is not an emergency service and MHP availability may be 
limited. Please access the below 24/7 emergency contacts if required

•  Child and Adolescent Health Service Urgent mental health telephone support for 
children and families: 1800 048 636 

• Police/ ambulance: 000
• Kids Helpline: 1800 55 1800 
• Headspace: 1800 650 890
• Lifeline 121114

What about new students and family members?
It is recommended that only existing students receive counselling services however 
MHP’s should discuss this with their principal and Pastoral Care Team.

At Our Lady of Mercy College, tele-conferencing will be available to all students and 
family members, both existing and new.

Who is notified of the counselling service provided? 
As in normal circumstances, the School Principal or their delegate may be aware of 
who is accessing the Counselling Services but will not know why, unless an agreement 
has been made that this information is allowed to be provided or is mandated.

Will the service be available when normal school resumes? 
The tele-counselling service that is offered whilst the school is closed will only be 
available during that time. Once the school re-opens services will revert to our normal 
practices.

If ongoing service is required?
School counselling is generally a short-term service. Where necessary, you may be 
contacted to seek external professional therapy and ongoing support services for the 
student (i.e. private psychologist, GP or allied health professionals). 

What about ensuring ethical practice? 
There is no difference in providing counselling face-to-face or via a range of e-support 
options with regard to ethical practice. All MHP’s should ensure that they adhere to 
their appropriate ethical guidelines, legal requirements and organisational policies 
despite a changing environment or context. These include, but are not limited to, 
issues around consent, confidentiality, competence, supervision etc. 

What if the MHP is unavailable?
In the case that the MHP is unavailable, where possible, the relevant information 
regarding the student be passed onto another MHP for the continuation of service. 


