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Abstract

Purpose of the study: To study the ways to increase the communicative competence of social sphere specialists, aimed
at the formation of professional and personal qualities, communicative skills, and development of professional interest
and success.

Methodology: Some theoretical and empirical research methods are used: analysis of publications in social work,
normative documentation on the research issue; diagnostic methods: questioning, testing, interviews; experimental
methods: ascertaining, forming, and control stages of the experiment; stating, forming and control stages of the
experiment; methods of statistical processing of research results.

Main Findings: The main results of the study showed that the modern practice of successful organization of social
service activities requires a thoughtful approach. The head, together with the full-time psychologist, should monitor the
communicative competence of the specialists working at this service and timely organize the work to overcome the
manifestations of professional burnout of specialists and prevent their professional deformation. The significance of the
influence of active teaching methods on interpersonal communication has allowed us to develop and test several
practically effective teaching methods that increase the effectiveness of interaction with others in professional
communication.

Applications of this study: This study reveals the possibilities of improving the communicative competence of the
specialists working at social service departments in modern conditions of systematic emotional overload when
performing their professional duties. This theme is quite relevant for the activities of any service within “person to
person” interaction, especially a social one, having its specifics and directed at helping a person facing a social problem.

Novelty/Originality of this study: The novelty of this study is in justifying the need for organizing activities to improve
the communicative competence of social service specialists using modern socio-psychological developments. In the
modern practice of holding social work, this component is often overlooked, which subsequently leads to frequent
conflicts among social service employees and recipients of social services, a gradual loss of interest in the work
performed, and, as a result, its indifferent fulfilment.

Keywords: Social Work, Communicative Competence, Psychological Culture, Professional Burnout, Professional
Deformation.

INTRODUCTION

One of the main components of the professional competence of a social work specialist is his/her success in professional
and personal communication. As a rule, clients of social workers are citizens who are in an unstable social situation. As a
result, they are not always emotionally balanced and are unlikely to maintain and establish positive social contacts.

The specifics of social work, according to E. I. Kholostovoy and L. I. Kononova (2019), consists in the fact that “when
solving the problems that people are facing doing it, it directly or indirectly affects all forms and types of social relations
and people's activities, all aspects of social life. The identification and solution of these problems are carried out, first of
all, by establishing and maintaining contacts with the representatives of state services, public organizations and
associations, citizens and social groups (clients) who need help, protection, support, which requires, in turn, high
development social workers’ communicative abilities” (p. 43).

Therefore, the specialist assumes both the emotional burden and responsibility for building positive social contacts with
the client himself/herself and his/her closest people. This style of behavior inevitably leads to emotional burnout and the
professional deformation of specialists.

The study of the communicative competence features of social specialists is an essential aim of organizing their
successful social communication. In the modern practice of socio-psychological training for the formation of
professional competence of specialists in the social sphere, the developments of Russian psychologists should be
actively used.
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LITERATURE REVIEW

The problems of studying the features of the communicative competence of social sphere specialists refer to the related
field of scientific knowledge, including the issues of communication psychology, conflicts, and methods of active social
and psychological training, as well as the competences of social work specialists. These studies are complex,
interdisciplinary in nature, therefore scientific research in this area is currently being conducted in a wide range of
directions all over the world (Aulwin, 1985; Huber, 1990; McKee, 2009; Harris et al., 2015; Milanovic, 2017,
Chigisheva et al., 2016; Garanina et al., 2017; Draskovic et al., 2017; Chigisheva et al., 2017; Tarman&Chigisheva,
2017; Tilbury et al., 2017; Chigisheva, 2018; Gorlova et al., 2019; Zamiralova et al., 2019; Sadzaglishvili et al., 2020).

From the point of development of social work theory and competence of social work specialists, it is necessary to focus
on the research of the following scientists: L. Bryant and C. Williams (2020), M. B. Negahban (2020), V. Taube and C.
Bordlein (2020), T. E. Wilson (2020), A. M. Egorychev and colleagues (2018), P. D. Pavlenok (2017), M. V. Firsov, and
E. G. Studenova (2016), J.W. Anastas (2014), J. S. Brekke (2014), E. I. Holostova (2007).

P. D. Pavlenok (2017) pointed out that “theoretical systematization and reconceptualization are very important for the
understanding of the process of social work management, training of social workers, determining their professional,
spiritual and moral qualities, which ultimately affect the effectiveness of social work” (p. 37).

Firsov M. V. and Studenova E. G. (2016) determines that “the classification of social work technologies is based on the
concepts of the relationship between the person and the environment, where environmental features and personal bio-
psycho-social factors influence human behavior in the society and his/her social activity, that can lead to a “difficult life
situation” complicating the bio-psycho-social functioning of the person” (p. 13).

E. I. Holostova (2007) noted that “the structure of social work as science is determined not only by the relation of people
to each other but also by the relation of people to the ideas, knowledge; interconnections of knowledge from various
fields and technologies of social work™ (p. 77).

The problems of social work management and social management are reflected in the works of E. I. Komarova and A. 1.
Voitenko (2001). They defined the functions, structure, and methods of social work management, social projects,
planning, and regional models, management culture, and the effectiveness of social work. T. Knoop and T. Meyer
(2020), G. P. Medvedeva (2018), R. Finzi-Dottan and M. B. Kormosh (2016), L. V. Topchy (2015), A. Caras and A.
Sandu (2014), E. 1. Holostova (2007) studied and developed the professional and personal qualities of a social worker.

L. V. Topchy (2015) noted that “the theory of social work is that “magic glass” through the prism of which a
professional social worker continuously learns the essence of social processes and problems, especially of the person
himself/herself, characteristics of his/her client, degree of client’s adaptation to the social changes in the society and
immediate environment, determines the potential of people in difficult life situations, finds necessary solutions, predicts
the effectiveness of various methods and special techniques of social work” (p. 102).

G. P. Medvedeva (2018), in her textbook “Philosophy of Social Work”, showed that “a person is the main element of
social work, its object, and subject, goal, and result. At the same time, human studies in various scientific disciplines of
social work are limited only to the study of man as an object and subject in the system of professional social work. The
fact that a person is simultaneously a member of the society, various groups and communities are practically not taken
into account, just as the role of a person who does not take part in the professional social work is not taken into account”

(p. 88).

Z. P. Zamaraeva and L. |. Starovojtova (2019) noted that “in the process of forming professional competence, socially-
oriented professional subjectivity is of great importance. Its content and technological support imply, on the one hand,
targeted professional activity with social protection facilities that have different levels of resource potentials (low,
medium, high) to restore lost, partially lost or not acquired during socialization skills and abilities to perform social
functions and roles in the modern society, on the other hand, the updating of special knowledge and skills to conduct a
level assessment of resource potentials and the selection of adequate resource technologies, the formation of the
necessary conditions for their implementation”.

K. D. Zanina and A. G. Akhtyan (2018) emphasizes that the modern world is in continuous innovative development,
covering all spheres of society, including socio-cultural. The study of personality typology in this context is becoming
increasingly relevant in connection with the ability to predict the formation of innovative thinking. Every modern person
every day repeatedly interacts with both individuals and groups of people, inevitably encountering various types of
human character and behavior. There is a noticeable jump in the interest to the problems of social interactions considered
in the field of personality typology and peculiarities of social work (van den Heuvel et al., 1989; Firsov&Studenova,
2016; Santos et al., 2020; Straussner&Senreich, 2020).

The analysis of scientific literature showed that the study of the communicative competence features of specialists in the
social sphere is an essential and actively researched area of modern science.
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RESEARCH METHODOLOGICAL FRAMEWORK

The methodology of this article is represented by theoretical and practical developments in the field of communicative
competence in social work. As part of this study, the actual activities of the “Center for Medical and Sociological
Research” of Saratov are determined. This center consists of three departments:

» Psychological department that provides advisory and educational assistance to the citizens of different ages and
social status as well as correctional and developmental work with children having developmental disabilities;

+ Correctional department, carrying out correctional and rehabilitation work with various categories of citizens;

» Medical department that implements medical support for the educational, correctional, and rehabilitation work of the
center.

Each of the departments took part in the study.

At the first stage, psychological testing was conducted to identify employees who were dissatisfied with their
relationships with people and experienced particular difficulties in communication.

In the second stage, based on the test results, a group of employees experiencing communicative difficulties in their
professional activities was selected to participate in the social and psychological training (SPT).

In the third stage, the evaluation of the effectiveness of the SPT program was carried out.

The article aims to study the ways to increase the communicative competence of social specialists, aimed at the
formation of professional and personal qualities, communication skills of the specialist, development of the interest in
the chosen profession, and success in professional activity. This study reveals the possibilities for improving the
communicative competence of social service specialists in modern conditions of systematic emotional overload within
the performance of their professional duties. Timely organization of diagnostics and correction of the emotional and
mental mood of specialists gives a positive result, increases the success in fulfilling professional tasks, and brings
satisfaction from work performed.

The following research tasks were identified:

« To analyze theoretical approaches to the study of communicativeness as a professionally significant quality of a
social worker;

« To find out the essence of social work as a professional activity;
« To study socio-psychological characteristics of the social worker personality;
» To explore socio-psychological features of the communicative activities of social workers;

» To develop a program of social and psychological training (SPT) on improving the communicative activity of social
workers allowing to improve the quality of social services for citizens;

« To analyze the results obtained after the SPT.
To solve the assigned tasks, several theoretical and empirical research methods were used:

» Analysis of philosophical, psychological, pedagogical, acmeological, sociological, methodical literature, some
publications in social work, normative documentation on the research issue;

 Diagnostic methods: questioning, testing, interviews;

« Experimental methods: ascertaining, forming, and control stages of the experiment;
 Stating, forming and control stages of the experiment;

» Methods of statistical processing of research results.

RESULTS AND DISCUSSION

Research base

Communicative competence is one of the fundamental characteristics of professional competence and professional
training of specialists in social work. The difficult current socio-economic situation in the country, the specifics of the
Russian system of social protection, and remuneration, the desire of service recipients to quickly and effectively solve
their problems results in the increasing emotional burden on the social specialist. In this regard, one of the main tasks of
the heads of social services is to monitor the socio-psychological state of their employees. Thus, regular, systematic
work on the protection of the socio-psychological state of the employees guarantees a successful professional solution of
all the production tasks of this service.
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In this regard, the experience of studying the ways to improve the professional competence of employees at the “Center
for Medical and Sociological Research” in Saratov in November 2018 is of great interest. It should be noted that the staff
includes 30 people, 26 of who are women, and 4 are men aged 32-51 years. All employees, except for the head of the
center and security and accounting personnel, were involved in the study. To study socio-psychological characteristics of
the communicative activities of social workers, as well as the ways to improve its quality, the “Center for Medical and
Sociological Research” conducted the research focused on the socio-psychological characteristics of the communicative
activities of workers in their center.

Research progress and its methods

At the first stage, psychological testing was conducted to identify employees who were dissatisfied with their
relationships with people and experiencing particular difficulties in communication. For these purposes, the following
methods were used:

1) Standardized self-report on the features of interpersonal communication by |.E. Strelkova (1967). The self-report
contains 16 questions. The technique reveals the following parameters of interpersonal communication:

 Satisfaction - dissatisfaction with one’s relationship with others;

» With what categories of persons and to what extent this satisfaction is manifested,;

« Presence of difficulties of a procedural and dynamic nature in the process of communication;

+ Correspondence of existing relations with people in relation to others;

» Ability to effectively build relationships with other people;

+ Attitude from others according to the criterion of understanding — misunderstanding;

» Confidence - uncertainty in relationships with people;

» Subjective assessment of the causes of difficulties in communication (in oneself - in a partner).

2) The methodology of “Communicative and organizational inclinations” by V. V. Sinyavsky, V. A. Fedoroshina (COI)
(described in Rogov, 1999).

According to the results of this technique, it becomes possible to identify the qualitative characteristics of the
communicative and organizational inclinations of the testees. Communicative and organizational abilities in the
professions that in their content are associated with the active interaction of a person with other people act as pivotal, as
their lack cannot ensure success in work. The main content of the workers™ activities in such professions is associated
with team leadership, training, education as well as cultural, educational, and consumer services.

3) The study of the level of empathic tendencies (Egorychev et al., 2019).

A popular methodology for studying the level of empathic tendencies developed by Kazan psychologist I. M. Yusupov
was used to study such a personal quality as empathy understood as an ability to voluntary emotional responsiveness to
the experiences of other people, a skill to put oneself in the place of another person (described in Sidorenko, 2008).

Empathy makes human behavior socially determined, contributing to the balance of interpersonal relationships. The
ability of a person to empathy is a crucial factor for success in those activities that require living in the world of the
communication partner. This is especially important when it comes to social work.

This technique allows determining the level of empathy development (very high, high, normal, low, and very low).

In the second stage, based on the test results, a group of employees experiencing communicative difficulties in their
professional activities was selected to participate in the SPT training.

In the third stage, the evaluation of the SPT program's effectiveness was carried out.
Analysis and interpretation of research results

The first stage of our research was to diagnose the level of development of empathic trends among the center employees
(see Table 1).

Table 1: The level of Development of Empathic Trends among Employees of the Center

Ne/code Points Level

1 74 High

2 12 Low

3 60 Normal
4 62 Normal
5 56 Normal
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6 65 High
7 58 Normal
8 60 Normal
9 21 Low
10 44 Normal
11 58 Normal
12 68 High
13 74 High
14 40 Normal
15 69 High
16 47 Normal
17 30 Low
18 60 Normal
19 60 Normal
20 56 Normal
21 51 Normal
22 72 High
23 28 Low
24 61 Normal
25 46 Normal
26 44 Normal
27 50 Normal
28 43 Normal
29 79 High
30 55 Normal

Source: Authors using the data provided by the Center for Medical and Sociological Research, Saratov.

From Table 1, it can be seen that no employee has a very high and very low level of empathy that is why, in our sample,
there are only three levels: high, normal, and low. Moreover, 63% of employees have a normal (average) level of
empathy. The distribution of employees by the level of empathy development is presented below in Figure 1.

20 19

W high level

Hnormal level

Olow level

Figure 1: Distribution of Employees by the Level of Empathy Development
(Source: Authors using the data provided by the Center for Medical and Sociological Research, Saratov).

Thus, we can interpret that the employees of the center try to show attention and delicacy in interpersonal relations; they
tend to judge others by their actions, emotional manifestations are mostly under control.

The diagnostic results obtained by the communicative and organizational inclinations (COI) method are presented in
Table 2. As can be seen from the presented results, the majority of employees have a relatively high level of
communication skills, but only 6 people have organizational skills.

Table 2: The Level of Communicative and Organizational Skills Development among the Employees of the Center

Ne/ Communicative Organizational Level
code skills Level skills
1 0,47 Below average 0,36 Low
2 0,29 Low 0,24 Low
3 0,69 High 0,58 Below average
4 0,62 Average 0,47 Low
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5 0,61 Average 0,35 Low

6 0,68 High 0,69 Average

7 0,58 Average 0,41 Low

8 0,69 High 0,58 Below average
9 0,32 Low 0,59 Below average
10 0,74 High 0,49 Low

11 0,73 High 0,79 High

12 0,31 Low 0,31 Low

13 0,74 High 0,56 Below average
14 0,29 Below average 0,39 Low

15 0,79 High 0,58 Below average
16 0,57 Average 0,69 Average

17 0,37 Low 0,36 Low

18 0,65 Average 0,84 Very high
19 0,74 High 0,57 Below average
20 0,56 Average 0,48 Low

21 0,59 Average 0,67 Average

22 0,73 High 0,71 High

23 0,81 Very high 0,79 High

24 0,71 High 0,88 Very high
25 0,36 Low 0,41 Low

26 0,84 Very high 0,74 High

27 0,45 Below average 0,46 Low

28 0,81 Very high 0,69 Average

29 0,79 Very high 0,56 Below average
30 0,62 Average 0,59 Below average

Source: Authors using the data provided by the Center for Medical and Sociological Research, Saratov

The data obtained in the framework of the study clearly show the work capacity of this team. With competent
management and rational distribution of labor duties, he is ready to successfully solve the tasks as it is evidenced in
Figure 2.

14

12

10

8

6

4

2 L L

low below average average very high
M Organizationa Communicative

Figure 2: Distribution of Employees by the Level of Communicative and Organizational Skills
Source: Authors using the data provided by the Center for Medical and Sociological Research, Saratov

An interesting, consistent pattern is revealed in this figure, showing dependence between the development level of
organizational abilities and communicative ones. It is difficult to imagine the work of a team consisting entirely of active
organizers. This type of personality does not always have the proper patience and scrupulousness in the performance of
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the duties. Therefore, a skillful combination of activity and sociability of some people with patience and inner
composure, aimed at the gradual implementation of the instructions of others, brings success in the teamwork.

The next stage of the study is aimed at studying the parameters of interpersonal communication. Let us turn to the results
obtained by the standardized self-report on the features of interpersonal communication. The results are presented in
Table 3.

Table 3: Average Parameters of Interpersonal Communication

Parameters of interpersonal communication Average
parameters
(from 0 t010)

satisfaction - dissatisfaction with one’s relationship with others 12

with what categories of persons and to what extent this satisfaction is manifested Colleagues -11
Clients -8
Friends -13

presence of difficulties of a procedural and dynamic nature in the process of 9

communication

correspondence of existing relations with people in relation to others 8

ability to effectively build relationships with other people 11

the attitude from others according to the criterion of understanding - misunderstanding 10

confidence - uncertainty in relationships with people 9

subjective assessment of the causes of difficulties in communication (in oneself - ina In oneself -11
partner) In partner - 12

Source: Authors using the data provided by the Center for Medical and Sociological Research, Saratov.

After analyzing the test results, typical difficulties of interpersonal communication were identified, and 12 people were
selected. Of these, 4 employees have a low level of empathy, 8 employees have a below-average level of communication
development. All selected employees have low organizational skills. All of them note dissatisfaction with their
relationships with others, insecurity in relationships, inability to build their relationships with other people effectively,

Based on the study results, a socio-psychological training was organized aimed at improving the communicative activity
of social workers having difficulties with interpersonal and professional contacts. It goes in line with the ideas expressed
by D. K. Davletkaliev et al. (2015), U. V. Trokhirova and E. V. Zimina (2015), S. M. Richardson and T. M. Yates
(2019), M. Hadfield et al. (2020) who proved the importance of efficient communicative interaction in the every day
professional activities of social work specialists.

Training of the group of employees was done in accordance with the psychological specifics of the difficulties appearing
in their interpersonal interaction as was stated by many scholars in the previous researches (Sommerfeld, 2014; Valeyeva
et al., 2016; Mametyeva et al., 2018; Garrett, 2020; Miller et al., 2020; Stepney &Metteri, 2020; Reed et al., 2020),
dealing with various forms and peculiarities of interaction of social workers in and with communities. Thus, it pursued
the following aims:

« Development of the focus on socio-psychological activity;

» Correction and formation of some socio-psychological communicative skills;

» Development of participants' ability to empathy;

» Increasing sensitivity to non-verbal forms of contact, decoding non-verbal ways of communicating with people.

As evidenced by the data of diagnostic procedures carried out after the end of the training, and the data of self-reports
characterizing the changes in the self-attitude of the subjects, the level of awareness of their problems in the process of
interaction with others, mastery of some tactics of behavior, communication training organized according to the
developed program, gave a positive result.

CONCLUSION

Summing up the work done, it is necessary to note the identification of the problems associated with the communicative
competence of service employees, which is an integral component of social activities. The primary vector of successful
work of social services is to carry out preventive work to establish communication links within the team and to smooth
out the consequences of communication with the recipients of social services through training courses aimed at
improving the culture of mutual interaction.

In the framework of this work, trainings conducted according to the intended program gave the psychological and
practical influence on the personality of people and their actual behavior. The main effect of the impact was expressed in
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the increase of the overall psychological culture in relations with others, focusing on others, desire to to build
relationships with people, change oneself productively.

It was explicitly manifested in the increase in the level of self-knowledge, awareness of one’sshortcomings in interacting
with others, adequacy of the perception and understanding of another person, development of empathy level, sensitivity
to non-verbal means of communication, and formation of new communicative skills.

A practical orientation of this study showed the importance of the influence of active teaching methods on interpersonal
communication and made it possible to develop and many practically effective methods that allow increasing the
effectiveness of interaction with others in their professional activities. It should be noted that socio-psychological
training and its results do not fit into the time frame even within a continuous training session. This is a long process, the
effectiveness of which is revealed in the course of the real-life of people. The laboratory cycle of active learning is only
a starting mechanism in itself that discloses the potential of the socio-psychological learning ability of a person, further
verified by the practice of his/her actual actions.

A comprehensive solution to these problems acts as an orientation aim of the socio-psychological training. Moreover,
the variety of active group methods used at the laboratory stage expands the learner’s perceptual field in the subsequent
contacts with real life events, increases the resources of interpersonal inventiveness, communicative competence and
professional success in general.

This program will contribute to the formation of professional and personal qualities, communicative skills of a specialist
as well as awareness of one's values, contributing to the development of interest to the chosen profession and
professional success.

LIMITATION AND STUDY FORWARD

The present study was geographically limited to the Russian Federation only. However, the discussed issues are of high
importance worldwide. Thus, the authors plan to develop their methodology further and conduct a comparative three or
four country studyon communicative competence features of social sphere specialists.
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