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Background and objectives
e-Mental health (eMH) resources are 
designed to provide early intervention 
and treatment to patients with common 
mental disorders. They have been 
proclaimed as a key strategy to address 
the treatment gap for disadvantaged 
patients who have difficulty accessing 
face-to-face services. The evidence for 
the efficacy of eMH is good, but clinical 
trials often fail to report the key 
demographic characteristics of 
participants, including literacy levels 
and socioeconomic disadvantage. Risk 
factors for poor literacy include low 
socioeconomic status, cultural and 
linguistic diversity, rurality and 
Aboriginal or Torres Strait Islander 
background. These are also the 
patients most in need of services.

Method 
We assessed the readability of 
evidence-based eMH programs in 
Australia using two measures of 
reading age.

Results
The literacy required for eMH 
engagement is beyond the reach 
of most Australians.

Discussion
Text-based eMH programs may 
exacerbate the treatment gap rather 
than relieve it.

IN RECENT YEARS, increasing numbers of 
e-mental health (eMH) programs have 
been designed to provide treatment 
and early intervention to patients with 
depression, anxiety and other common 
mental disorders (Box 1). These tools can 
be used with health professional support 
or independently by patients. Recent 
government initiatives, including the 
Fifth National Mental Health and Suicide 
Prevention Plan,1 have suggested eMH 
provides a solution to the significant 
treatment gap that exists for patients with 
mental health conditions, especially those 
who cannot access face-to-face services.2

Mental illness is more common among 
Aboriginal and Torres Strait Islander 
peoples,3 people in rural and remote 
communities,4 and people with low 
socioeconomic status.4 Unfortunately, 
these people access mental health 
services at far lower rates than the general 
population.5 There is an assumption that 
eMH will address this treatment gap 
by providing an accessible, affordable, 
empowering and patient-centred solution 
for these patients and others who currently 
lack access to mental health services.6

Efficacy of e-mental health
The Royal Australian College of General 
Practitioners’ eMH guide claims there 
is strong evidence to support the use of 
eMH interventions in the management 
of mild-to-moderate depression and 

anxiety, although it notes English literacy 
competencies as a barrier to access.6 Trials 
of eMH resources have been positive, 
but some research suggests that uptake 
and use of eMH was low, and drop out 
was high, even with intensive telephone 
support.7,8 It is unknown whether these 
trials included representatives from the 
diverse populations that are currently 
underserved; they excluded patients who 
had severe or multimorbid illness, or who 
were minors or elderly. We also know 
little about those who dropped out. In 
the initial published trial of MoodGYM, 
the researchers commented that their 
participants were highly educated, and we 
do not know whether this is the case for 
many of the trials with these resources.8 
There is also little evidence about the risk 
of harm. One meta-analysis suggested 
that in trials of online guided self-help, 
study participants with lower levels of 
education who were depressed were more 
likely to deteriorate during the trial.9

If we are to accept that eMH is a 
policy solution to inequitable access to 
services, we need to determine whether 
these programs can target patients in 
underserved populations. We believe 
that one of the key barriers to patients 
benefiting from these services is their 
ability to access and understand them. 
Unfortunately, there is little written 
about the impact of literacy levels on 
the capacity of patients to benefit from 
e-therapy.

Great Expectations 
and e-mental health
The role of literacy in mediating 
access to mental healthcare
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Population literacy
Literacy levels vary across the Australian 
population. The Australian Bureau of 
Statistics’ adult literacy survey10 uses levels 
of literacy defined by the Organisation for 
Economic Cooperation and Development. 
They define five levels, with levels three 
and above being considered ‘adequate’ for 
‘coping with the many demands of life in 
contemporary Australian society’.10 Fewer 
than 50% of Australians who have not 
completed an advanced diploma or higher 
degree have ‘adequate’ literacy. Only 25% 
of adults who have completed no higher 
than grade 9 high school education have 
‘adequate’ literacy.11 Very little reputable 
online Australian health information is 
written at grade 8 or lower level.12

Australian high school data clearly 
show the gap in literacy between 
disadvantaged populations and Australia 
as a whole. At the grade 9 National 
Assessment Program – Literacy and 
Numeracy (NAPLAN) in 2015, children 
with low socioeconomic status or English 
as a second language have lower literacy, 
and literacy declined with rurality. Of 
Aboriginal and Torres Strait Islander 
students, 25.5% were below the national 
minimum standard for reading, compared 
with 4.7% of non-Indigenous students.13

Access to e-mental health
There may be other barriers preventing 
disadvantaged patients from accessing 
eMH resources. Although the proportion 
of households with internet access rose 
steadily for a decade, it plateaued at 

approximately 80% in 2014. Internet use 
for health purposes has risen rapidly since 
2014 but had not yet reached a majority 
of households in 2017.14 People with high 
socioeconomic status are more likely to 
use internet resources more extensively, 
so it is likely they will also derive greater 
benefits from it.15 This ‘digital divide’ 
affects rural communities, who are less 
able to access and use eHealth, particularly 
in disadvantaged households.16

We also need to consider the skills 
needed to find, evaluate and apply 
eHealth information to personal 
health problems.16 eHealth ‘could 
unintentionally increase health 
inequalities because those in more 
advantaged circumstances might be able 
to access and use eHealth more easily 
than those more disadvantaged’.16 

A mobile phone is a personal asset 
in some communities but may be quite 
restricted in areas of disadvantage. 
Prepaid services are often shared 
in remote communities, in which 
individuals need to share resources 
between family and friends, including 
phone or tablet credit.15 There is a similar 
digital divide among refugee migrant 
groups.17 Given the sensitivities of 
accessing and using eMH resources, it is 
likely that the digital divide means people 
with lower socioeconomic backgrounds, 
people located in rural and remote areas, 
those with lower education and those 
with culturally and linguistically diverse 
backgrounds are less able to access 
eMH resources, even if they are able 
to comprehend them. 

There are also cultural barriers 
for populations with culturally and 
linguistically diverse backgrounds, 
many of whom are not open to the idea 
of eMH. In one language group, only 
55% ‘indicated they would or might 
try internet-delivered treatment for 
their concerns about stress, anxiety or 
depression’.18 Aboriginal people in remote 
communities may not expect urban 
solutions to be useful.19 It is difficult, in 
an abstract area such as mental health, 
to describe in text such a layered and 
socioculturally embedded experience.20

Method
In this study, we aimed to assess the 
readability of common eMH resources 
and compare them with other texts in 
popular media and English literature. 
There is no universally accepted way 
of assessing readability, or a universal 
benchmark that is applied to health 
resources. However, the Tasmanian 
Department of Health and Human 
Services recommends that consumer 
health information should be targeted 
for grade 6 reading level or lower.21 
Literacy levels also decline with illness, 
leading some US authors to suggest 
health information should be pitched 
a few grades lower than average to 
be understood by disadvantaged 
populations with chronic illness.11 

We selected information and 
evidence-based asynchronous eMH 
services available online in Australia. On 
information sites, we chose the first page 
that described depression on each site. 
On interactive services, we logged in as a 
fictitious person and captured text from 
the depression programs up to the point 
requiring either payment or review by a 
human, along with the terms of use.

For comparison, we chose popular 
magazine titles available in a medical 
clinic waiting room, and found the most 
recent online article that specifically 
addressed depression. We also selected 
books with published readability scores 
that are likely to be recognised by 
Australians, but have somewhat archaic 
or foreign style, to reflect the complexity 
experienced by the non-medical reader 

Box 1. What is e-mental health?

e-Mental health (eMH) ‘refers to mental health services and information delivered or 
enhanced through the internet and related technologies’.19 It includes all technology-enabled 
therapies, including internet-based programs, mobile phone applications, telehealth and 
informational websites. An extensive list of information resources, apps, forums and services 
is maintained at the Head to Health website (https://headtohealth.gov.au/search-resources).
For the purposes of this article, we have focused on programs delivered via the internet 
that use text to deliver psychological therapies or educate consumers on mental health 
concerns. While some of these applications are clinician assisted, we have focused on the 
asynchronous material; this is designed to provide access to services whenever and wherever 
the consumer may be. eMH programs are a cornerstone of the Fifth National Mental Health 
and Suicide Prevention Plan,1 and are seen as a solution to access issues in mental health 
service delivery, particularly for consumers who are geographically isolated or lack access 
to face-to-face services.
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of health information. On each web 
page, we stripped interface elements 
and rationalised punctuation to avoid 
inflated sentence-counts, and truncated 
long texts to approximately 3000 words.

We calculated Flesch–Kincaid Grade 
Levels (FKGL) and Simple Measure 
of Gobbledygook (SMOG) scores with 
the Readability Formulas website.22 
Grade levels calculated from the FKGL 
or SMOG scores are commonly used 
in assessment of readability of health 
information.12 Both scores indicate the 
number of years of schooling after which 
an average US reader can understand the 
text, which approximate to Australian 
grade levels.23

Human research ethics committee 
approval was not required as only 
previously published material was 
considered in this research.

Results
We assessed common eMH resources, 
texts of varying readability and popular 
articles in print media about depression 
(Table 1).

Discussion
Nearly all the eMH resources we 
sampled needed sufficient literacy to 
read Great Expectations, a grade 8 text. 
It is troubling that to read the terms of 
use pages within the eMH resources 
that we sampled required a university 
education. We speculate that the 
trials of these resources used similar 
documents to obtain consent for research 
participation and wonder whether the 
participants adequately understood the 
consent, or whether this barrier excluded 
participants with average or lower 
literacy from the studies.

However, text readability is not the 
only issue for people accessing eMH 
resources. Online resources add cognitive 
tasks to the processing of text. Readers 
must distinguish the content from 
navigation and contextual elements 
on the page, intuit how the interface 
elements behave, and build a mental 
model to locate information. In addition, 
many webpages are visually crowded with 

brand signifiers and links to distractors: 
internet literacy includes habits of 
focusing attention away from these. 
We expect that the cognitive slowing 
experienced by people with mental health 
disorders may make these tasks even 
more difficult. 

Are e-mental health resources the 
wire monkeys of our generation?
A recent qualitative metasynthesis 
suggests eMH currently offers privacy 
and a sense of control that people value, 
but that it lacks the elements of support 
and interconnectedness that face-to-
face services offer.24 However, there is 
potential for therapeutic relationships to 
be part of internet-based therapies, and 
some programs do incorporate personal 
support (eg MindSpot). There is some 
evidence that technology-mediated 
therapeutic relationships can be just 
as effective as face-to-face services, so 
there is potential for telehealth and other 
forms of therapeutic connection.25 Of 
course, patients supported by clinicians 
(general practitioners [GPs], rural 
and remote nurses, Aboriginal Health 
Workers and others) may use internet-
based resources as a supplement to care, 
rather than a main focus.

In 1958, Harlowe described baby 
rhesus monkeys reared with surrogate 
mothers made of wire and wood 
(Figure 1). Despite being adequately 
fed, the monkeys had a lack of maternal 
attachment.26 Since the 1950s, we 
have become increasingly aware of 
the importance of attachment, not just 
in families, but also in therapy. Balint 
famously described the therapeutic 
relationship as ‘the drug, doctor’ in his 
early work in the 1950s.27 Since then, 
the evidence for the importance of 
the therapeutic relationship in mental 
health has mounted, and it has arguably 
the strongest evidence for therapeutic 
interventions in mental healthcare.28–

30 Therapeutic relationships are 
particularly important to survivors of 
trauma,31 and unfortunately childhood 
trauma is common,32 particularly 
in marginalised communities.33 
Therapeutic relationships take time 

to deepen and cannot be outsourced 
to multiple providers without a loss 
of attachment. Given the evidence 
regarding the importance of the 
therapeutic relationship, it appears that 
excluding it from the delivery of therapy 
is not wise. 

Implications for general practice
There is evidence that eMH programs 
provide symptom relief for some patients 
and some mental health conditions. 
However, eMH programs may exacerbate 
the treatment gap for disadvantaged 
patients because of inherent high literacy 
requirements. When these resources are 
prescribed in general practice, the literacy 
and resources required to use them need 
to be considered, particularly when 
patients are cognitively impaired because 
of illness. Other alternative forms of 
patient education may be more useful for 
disadvantaged patients, and may include 
face-to-face discussions over time. 

Future research into eMH should 
specifically include participants with 
differing levels of English literacy 
to enable policy makers to make 
informed decisions about equitable 
access to mental health services. It is 
recommended that researchers use 
consenting processes that do not exclude 

Figure 1. Harlow’s wire monkey experiments
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Table 1. Readability of selected e-mental health resources and popular literature 

Source​/author Title​ FKGL* SMOG*

This Way Up Terms of use 16.6 13.4

myCompass Terms of use 15.3 13.5

MoodGym Terms 14.6 12.9

Fyodor Dostoevsky​ The Brothers Karamazov, chapter 1​ 13.7​ 11.3

MindSpot Terms of use 12.9 11.6

Beyond Blue​ Signs and symptoms of depression​ 12.9​ 11.6

Victor Hugo The Hunchback of Notre Dame† 12.0 —

SANE Depression​ 12.7​ 11.8

myCompass Depression further reading​ 12.7​ 11.7

E-couch​ How is depression diagnosed?​ 12.6​ 12.6

BITE BACK Terms of use 11.1 11.1

ReachOut​ What is depression?​ 11.0​ 10.2

Nathaniel Hawthorne The Scarlet Letter† 11.0 —

MoodGym​ Why you feel the way you do​ 10.9​ 11.6

Emily Brontë Wuthering Heights† 10.0 —

MindSpot​ About low mood and sadness​ 9.7​ 9.6

MindSpot Helpful information 9.4 9.0

Men’s Health​ magazine Dwayne ‘The Rock’ Johnson opens up about his struggles 
with depression 9.3​ 9.0

This Way Up​ How to deal with depression and sadness​ 9.3​ 9.4

Bram Stoker Dracula† 9.0 —

Black Dog​ Institute What is depression? 8.7​ 8.9

Head to Health​ Depressive disorders​ 8.7​ 8.8

MindSpot Depression quiz 8.6 8.6

Sydney Morning Herald Nearly one in 10 Australians take antidepressants.  
Are there other solutions? 8.3 8.1

headspace​ Understanding and dealing with depression​ 8.2​ 8.4

Charles Dickens Great Expectations† 8.2 —

Youth Beyond Blue ​ Depression​ 8.1​ 8.4

LM Montgomery Anne of Green Gables† 7.5 —

Kenneth Grahame The Wind in the Willows† 6.4 —

Lewis Carroll Alice’s Adventures in Wonderland† 5.5 —

Dolly​ magazine How to deal with depression​ 5.2​ 6.3

Anna Sewell Black Beauty† 4.2 —

Dr Seuss​ Oh, the Places You’ll Go​ 1.8​ 3.3

*Values shown for FKGL and SMOG represent the number of years of schooling required for an average reader to understand the text. 
†Values for selected literature were taken from Flesch–Kincaid Grade Levels as listed on the Lit2Go website.34

FKGL, Flesch–Kincaid Grade Level; SMOG, Simple Measure of Gobbledygook; —, Measures not available
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people with low English literacy. Such 
trials would ideally include participants 
from a range of demographic groups 
and report the outcomes against these 
population characteristics.

Conclusion
By using eMH as a policy solution, we 
may be creating an illusion of access 
while perpetuating disadvantage. 
Availability does not guarantee 
accessibility. eMH resources may well be 
helpful for a subset of patients who have 
high literacy. Unfortunately, this is not 
the group in most need of services.

There may be a greater role for 
clinician-mediated and peer-mediated 
support and psychoeducation available 
to disadvantaged communities through 
technology-enabled systems (such as 
telehealth). However, if we are to meet 
the needs of diverse communities, 
we need the flexibility to adapt our 
interventions in culturally sensitive ways. 
That may include removing the device 
from the conversation.

We need to be clear what text can 
and cannot do. Those people in our 
community who cannot decipher 
Dickens still deserve care.

Authors
Louise Stone MBBS, BA, DipRACOG, GDFamMed, 
MPH, MQHR, PhD, FRACGP, FACRRM, Clinical 
Associate Professor, Academic Unit of General 
Practice, ANU Medical School, Australian National 
University, ACT. louise.stone@anu.edu.au
Russell Waldron BEng, GradDipEd, MEd, Senior 
Learning Designer ANU Online, Australian National 
University, ACT
Competing interests: None.
Funding: None.
Provenance and peer review: Not commissioned, 
externally peer reviewed.

References
1.	 Department of Health. The fifth national mental 

health and suicide prevention plan. Canberra: 
DoH, 2017.

2.	 Banbury A, Roots A, Nancarrow S. Rapid 
review of applications of e-health and remote 
monitoring for rural residents. Aust J Rural 
Health 2014;22(5):211–22. doi: 10.1111/ajr.12127.

3.	 Jorm AF, Bourchier SJ, Cvetkovski S, Stewart G. 
Mental health of Indigenous Australians: A 
review of findings from community surveys. 
Med J Aust 2012;196(2):118–21. doi: 10.5694/
mja11.10041.

4.	 Australian Institute of Health and Welfare. 
Australia’s health 2016. Australia’s health 
series no. 15. Cat. no. AUS 199. Canberra: 
AIHW, 2016. Available at www.aihw.gov.
au/getmedia/9844cefb-7745-4dd8-9ee2-
f4d1c3d6a727/19787-AH16.pdf.aspx?inline=true 
[Accessed 11 June 2019]. 

5.	 Meadows GN, Enticott JC, Inder B, Russell GM, 
Gurr R. Better access to mental health care 
and the failure of the Medicare principle of 
universality. Med J Aust 2015;202(4):190–94. 
doi: 10.5694/mja14.00330.

6.	 The Royal Australian College of General 
Practitioners. e-Mental health: A guide for GPs. 
East Melbourne, Vic: RACGP, 2018.

7.	 Gilbody S, Littlewood E, Hewitt C, et al. 
Computerised cognitive behaviour therapy 
(cCBT) as treatment for depression in primary 
care (REEACT trial): Large scale pragmatic 
randomised controlled trial. BMJ 2015;351:h5627. 
doi: 10.1136/bmj.h5627.

8.	 Christensen H, Griffiths KM, Jorm AF. 
Delivering interventions for depression by 
using the internet: Randomised controlled 
trial. BMJ 2004;328(7434):265. doi: 10.1136/
bmj.37945.566632.EE.

9.	 Ebert DD, Donkin L, Andersson G, et al. Does 
internet-based guided-self-help for depression 
cause harm? An individual participant data 
meta-analysis on deterioration rates and its 
moderators in randomized controlled trials. 
Psychol Med 2016;46(13):2679–93. doi: 10.1017/
S0033291716001562.

10.	 Australian Bureau of Statistics. Adult literacy 
and life skills survey, summary results, Australia, 
2006. Canberra: ABS, 2008.

11.	 Australian Bureau of Statistics. Programme 
for the international assessment of adult 
competencies, Australia, 2011–12. Canberra: ABS, 
2014.

12.	 Cheng C, Dunn M. Health literacy and the 
internet: A study on the readability of Australian 
online health information. Aust N Z J Public 
Health 2015;39(4):309–14. doi: 10.1111/1753-
6405.12341.

13.	 Australian Curriculum, Assessment and 
Reporting Authority. National assessment 
program— literacy and numeracy achievement 
in reading, persuasive writing, language 
conventions and numeracy: National report 
for 2017. Sydney: ACARA, 2017. Available 
at www.nap.edu.au/docs/default-source/
default-document-library/naplan-national-
report-2017_final_04dec2017.pdf?sfvrsn=0 
[Accessed 11 June 2019]. 

14.	 Australian Bureau of Statistics. Household use 
of information technology, Australia, 2016–17. 
Canberra: ABS, 2018.

15.	 Ewing S, Rennie E, Thomas J. Broadband policy 
and rural and cultural divides in Australia. In: 
Andreasson K, editor. Digital divides: The new 
challenges and opportunities of e-inclusion. New 
York, USA: CRC Press, 2015; p. 107–24.

16.	 Banbury A, Roots A, Nancarrow S. Rapid 
review of applications of e-health and remote 
monitoring for rural residents. Aust J Rural 
Health 2014;22(5):211–22. doi: 10.1111/ajr.12127.

17.	 Alam K, Imran S. The digital divide and social 
inclusion among refugee migrants: A case 
in regional Australia. Inform Technol Peopl 
2015;28(2):344–65. doi: 10.1108/ITP-04-
2014‑0083.

18.	 Kayrouz R, Dear BF, Johnston L, et al. 
Intergenerational and cross-cultural 
differences in emotional wellbeing, mental 
health service utilisation, treatment-
seeking preferences and acceptability of 
psychological treatments for Arab Australians. 
Int J Soc Psychiatry 2015;61(5):484–91. 
doi: 10.1177/0020764014553004.

19.	 Watson I. Balancing opportunity and affordability. 
AJTDE 2015;3(3):20. doi: 10.18080/ajtde.v3n3.20.

20.	Gilbody S, Littlewood E, Hewitt C, et al. 
Computerised cognitive behaviour therapy 
(cCBT) as treatment for depression in primary 
care (REEACT trial): Large scale pragmatic 
randomised controlled trial. BMJ 2015;351:h5627. 
doi: 10.1136/bmj.h5627.

21.	 Department of Health and Human Services. 
Communication and health literacy: Assessing 
readability. Tas, Australia: DHHS, 2018. 
Available at www.dhhs.tas.gov.au/publichealth/
health_literacy/health_literacy_toolkit/assessing_
readability [Accessed 9 May 2019].

22.	Scott B. Austomatic readability checker (our 
free text readability consensus calculator). 
USA: Readability Formulas, 2018. Available at 
www.readabilityformulas.com/free-readability-
formula-tests.php [Accessed 14 April 2019].

23.	Barnett T, Hoang H, Furlan A. An analysis of 
the readability characteristics of oral health 
information literature available to the public in 
Tasmania, Australia. BMC Oral health 2016;16:35. 
doi: 10.1186/s12903-016-0196-x.

24.	Knowles SE, Toms G, Sanders C, et al. 
Qualitative meta-synthesis of user experience of 
computerised therapy for depression and anxiety. 
PLoS One 2014;9(1):e84323. doi: 10.1371/journal.
pone.0084323. 

25.	Sucala M, Schnur JB, Constantino MJ, Miller SJ, 
Brackman EH, Montgomery GH. The therapeutic 
relationship in e-therapy for mental health: 
A systematic review. J Med Internet Res 
2012;14(4):e110. doi: 10.2196/jmir.2084.

26.	Harlow HF. The nature of love. Am Psychol 
1958;13(12):673–85. doi: 10.1037/h0047884.

27.	 Balint M. The doctor, his patient and the illness. 
2nd edn. London: Churchill Livingstone, 2000.

28.	Kelley JM, Kraft-Todd G, Schapira L, 
Kossowsky J, Riess H. The influence of the 
patient–clinician relationship on healthcare 
outcomes: A systematic review and meta-
analysis of randomized controlled trials. PloS 
One 2014;9(4):e94207. doi: 10.1371/journal.
pone.0094207.

29.	Elvins R, Green J. The conceptualization 
and measurement of therapeutic alliance: 
An empirical review. Clin Psychol Rev 
2008;28(7):1167–87. doi: 10.1016/j.
cpr.2008.04.002.

30.	Hiskey S. Time to re-evaluate the 
therapeutic relationship. Mental Health 
Practice 2012;15(5):34–35. doi: 10.7748/
mhp2012.02.15.5.34.c8930.

31.	 Parry S, Simpson J. How do adult survivors of 
childhood sexual abuse experience formally 
delivered talking therapy? A systematic 
review. J Child Sex Abus 2016;25(7):793–812. 
doi: 10.1080/10538712.2016.1208704.

32.	Child Family Community Australia. The 
prevalence of child abuse and neglect: CFCA 
Resource Sheet – April 2017. Canberra: Australian 
Institute of Child and Family Studies, 2017.



GREAT EXPECTATIONS AND E-MENTAL HEALTH

479AJGP VOL. 48, NO. 7, JULY 2019  |

RESEARCH

© The Royal Australian College of General Practitioners 2019

33.	Child Family Community Australia. Child abuse and 
neglect statistics: CFCA Resource Sheet. Canberra: 
Australian Institute of Family Studies, 2017.

34. Educational Technology Clearinghouse. Lit2Go: 
Flesch–Kincaid Grade Level. Florida, USA: 
Florida Center for Instructional Technology, 2006. 
Available at https://etc.usf.edu/lit2go/readability/
flesch_kincaid_grade_level [Accessed 4 July 2018]. correspondence ajgp@racgp.org.au


