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[ Abstract] Objective: To analyze the usage of mental health assistance hotline
during COVID-19 in Zhejiang province from January 25th to February 29th 2020, and
summarize the characteristics of the demand for mental health services and the dynamic
changes of public mental health status during COVID-19 pandemic. Methods: Both
quantitative and qualitative methods were used. The calls related to pandemic were
divided into four categories; medical, psychological, information and the others. The
secondary categories of psychological calls were determined by text analysis. The
number of calls were calculated weekly and the number of various types of calls over
time were analyzed. We used stratified random sampling method to extract 600 cases of
all kinds of calls related to pandemic and conducted a semantic analysis, through
marking new, similar combination to form a feature set, then summed up the call
content characteristics of each stage. Two hundred callers were followed up to
understand how they felt about the call process in four aspects; the waiting time, call
duration, the degree of problem-solving and the way to end the call. Results: In a total
of 13 746 calls, 8978 were related to pandemic, among which 12.59% (1130/8978)
were about medical issues, 26.50% (2379/8978) were about mental health, 27. 18%
(2440/8978) were about information regarding the pandemic and 33. 74% ( 3029/
8978) were about other pandemic related issues. Pandemic situation, relevant policy
release, frequency of advertising campaigns were predictors of the number of calls per
day during the pandemic (P <0.05 or P <0.01). The number of calls differed by
gender and identities of callers (both P < 0. 05). Finally 181 callers accepted
telephone follow-up. Among them, 51.38% (93/181) of the callers thought that the
waiting time was too long, 33.15% (60/181) of the callers thought that the call time
was insufficient, 80.66% (146/181) of callers believed that the hotline could partially
or completely resolve their concerns, and 39.23% (71/181) of the callers said the
operator proposed to end the call. Conclusions: The changes of the number and content
of the mental health assistance hotline calls reflected that the public mental health status
experienced four stages during the pandemic; confusion, panic, boredom, and
adjustment. The specialized mental health assistance hotlines should be further
strengthened, and the efficiency should be improved. Mental health interventions should
be tailored and adopted according to the characteristics of the public mental health

status at different stages of the pandemic.

[ Key words] Coronavirus disease 2019 ; Public health; Psychology
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Figure 1 The number of calls of mental health assistance

hotlines in Zhejiang province from January 25th
to February 29th, 2020
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Table 1 The number of different kinds of COVID-19 pandemic related calls in Zhejiang province from January 25th to February

29th, 2020

(n)

o 1) %20 H3M %48 %50 -
(1 A25—310) 2A1—7H) (2A8—14H) (2HI15—21H) (2H2—29H0) "

(=22 314 454 183 ** 101 ** 78 ** 1130
NN RS 2824 6874 462 * 536 " *A 412 **A 2379
IRk 2164% 759 * A 899 *#A 342* 224 2440
oAl 238 4% 746 * A* 1104 **A 496 *#0* 445 A 3029
it 1050 2646 2648 1475 1159 8978

5551 AR, T P <0.05; 5452 A4, PP <0.05; 555 3 JHHAR, 2 P <0.05; FEEAE AL, A P <0.05; 5.0 8 e, TP <0. 05,

3sh —e— B
—m— iRl
30 oAl

Cb\/b‘

SR N S
g Q?:’\ SIS ol w‘?"o AR

O d
S
o) 0\
I FE

v Vv

\Q\b %\”Q

=
v

i)

2 2020 4F 1 H 25 H—2 H 29 HEFVLA 2019 FEbRI 2R S 175 R 5% 0 B i itk il o [11) 28 £ s
Figure 2 Changes in numbers of psychological calls in Zhejiang province from January 25th to Februry 29th, 2020
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Table 2 Differences in numbers of calls from different kinds of callers in Zhejiang province from January 25th to February 29th

2020
(n)
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Table 3
February 29th, 2020

Influencing factors of the numbers of COVID-19 pandemic related calls in Zhejiang Province from January 25th to

FS 3 pERMISE BEsEZE DHEEE WIRE H
SR HH BRI EE R H) 0.389*  0.520*  0.333* 0.166  0.439*
LB HBEHISERER(rH) 0.059 0.661*  0.167 0.077 -0.190
AR HOFT B ER VAl B (r () 0.618* 0.481™  0.319" 0.571* 0.514*
B H B 1 S M DG BOR S L (A7 J8) (O 1) 0.25 11.06 ** 4.56" 0.07 0.00
B HBrs A8 GO i M OCEOR IS 0L (77 78) (7 14) 0.29 15.23* 1.09 12.42*  0.22
BFHA B (LX) KA OB O AL 4 s SO B0 (r () 0.373*  0.402%  0.411°* 0.470* 0.321

*P<0.05," P<0.01.
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F4 2020 451 125 H—2 J1 29 FTAT 2019 SEARNGEERTIENT A6 4% JOR L # A LR IO VE
Table 4 Evaluation from callers related to COVID-19 pandemic in Zhejiang province from January 25 to February 29, 2020

(n)

I LRI JIFI K ') L e ZhEE I
Wk  EW e Ml AR SEAfRYe EoMERYE MR LR AR HoAth,
=S 19 26 19 18 8 17 20 8 9 38
P 31 15 8 15 23 19 15 12 30 16
IR 18 27 15 18 12 14 26 5 13 32
oA 25 20 16 13 16 15 20 10 19 26

“P<0.05," P<0.01.
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