
 

Despite an estimated 1,000 crisis lines worldwide, few 
studies have explored the phenomenology of crisis line 
use. Less is known, accordingly, about the reasons people 
choose to call a crisis line, or about the experiences of 
those who call during and after calls.  
 

This Thesis reports a study of the experiences of callers to 
a national crisis line, Lifeline. The study involved 140 semi
-structured interviews with 58 callers to Lifeline, over 12 
months. A thematic framework was developed from the 
analysis of the interview data. The research findings were 
considered against theoretical constructs surrounding 
crisis lines and existing research literature.  
 

The study found that the call to Lifeline de-escalated a 
caller’s crisis state and, in some cases, prevented loss of 
life. However, it also found that many people called 
Lifeline on multiple occasions, using these calls to cope 
with difficulties over time. Calls to Lifeline were also 
beneficial for some in helping them to take steps towards 
improvements in their lives. The importance of the 
befriending interaction for callers to Lifeline was 
reinforced in the findings of this study. 
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