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FEATURES OF A SOCIAL WORKER’S COMMUNICATION WITH WAR VETERANS
AND DEMOBILIZED PERSONS: ETHICAL ASPECT

Introduction. After completing their military duty, veterans return to their family, community, and the community they defended.
Quite often, the process of adapting a person who has returned from the front to the conditions of civilian life is difficult and stressful.
The mental health of defenders returning home from the front depends not only on the level of rehabilitation centers, but also on how
they are treated in society. Since the inappropriate attitude towards veterans by society traumatizes them again. That is why creating a
supportive, friendly, and understanding environment is one of the main challenges and tasks for Ukrainian society today.

The purpose of the study is to reveal the peculiarities of a social worker’s communication with war veterans and demobilized
persons.

In the process of research, the authors used the method of analysis of psychological and pedagogical sources on the problem under
study, methods of comparison and generalization. Different approaches to defining the concept of «communicationy in the works of
scientists were considered; the components of communication (communicative, interactive, perceptual) were investigated.

A number of regulatory and legal documents were analyzed: the Law of Ukraine “On the Status of War Veterans, Guarantees of
Their Social Protection”; Code of Ethics for Social Work Specialists of Ukraine, The International Declaration of Ethical Principles of
Social Work, the International Ethical Standards for Social Workers, and other legislative acts that relate to the work of a social worker
and regulate the provision of assistance to veterans and support for their adaptation to civilian life.

Conclusions. The main communication skills that a specialist must possess when working with war veterans and demobilized
persons are described. The main requirements for a social worker are identified and recommendations for working with war veterans
and demobilized persons are formulated.

Key words: social worker, war veteran, communication, ethics of communication with a veteran, code of ethics of a social worker.

Bannauniok Onena JImutpiBaa

KaH/IU/1aT MelarorivHuX HayK, JOLEHT,

JTOLIEHT Kadeapy CoIiabHOI MeIaroTiKi Ta COIiabHOI POOOTH,
YMaHChKHI Iep)KaBHUIT Nienaroriunuii yHiBepeuret iMeHi [1aBina Tuunau

Poenko Caitiiana OuiekcanapiBHa

KaHJUJAT NeJaroriYHuX HayK, JOLCHT,

JIOLICHT Kadeapu coriaibHOT MeIaroriki Ta CoIliaibHOi POOOTH,
YMaHCBKHI iepKaBHUH nearoriunuid yHiBepeuret imeHi [1aBina Tnunau

OCOBJIMBOCTI CIIUVIKYBAHHS COITAJIbHOTO MPAIIIBHUKA 3 BETEPAHAMM BIMHA
TA TEMOBLII30BAHUMHU OCOBAMM: ETUYHUI ACTIEKT

Beryn. ITicns BUKOHAHHS BIHCHKOBOTO 00OB’ 3Ky BETEpaHH MOBEPTAIOTHCS IO CBOET CiM 1, IPOMaJi Ta CHUIBHOTH, Ky BOHH 3a-
xutiand. JJoCHTh 9acTo mpolec afanTailii JIOUHH, 0 TIOBEPHY.IAcs 3 PPOHTY, 10 YMOB IIUBITLHOTO YKHTTS € HEJIETKUM Ta CTPECOBHM.
TcuxiuHe 370pOB’sl 3aXUCHUKIB 1 3aXUCHHIb, SIKi MOBEPTAIOTHCS 3 (DPOHTY JIOIOMY, 3aJICKHUTh HE JIMIIE BiJl PiBHS peadimiTailiiiHux
LEHTPIB, a i BiJl TOTO, SIK JI0 HUX CTABIATHCS B CYCIIBCTBI, OCKUIBKA HEHAJIS)KHE CTABICHHS JI0 BETEPAHIB BiJjl CYCIIJIbCTBA TPABMYE
ix moBTopHO. CaMe TOMY CTBOPEHHS MiATPHUMYBAIILHOTO, IPYKHBOTO Ta CIPHAHATIMBOTO CEPEIOBHUIIA € OTHAM 3 TOJIOBHHUX BUKJIUKIB
1 3aBIaHb U YKPATHCHKOTO CYCITIIBCTBA CHOTO/IHI.

MeTa 10CTiIKEHHS] — PO3KPUTH 0COOIMBOCTI CIUJIKYBaHHS COIIAIbHOTO TIPAI[IBHUKA 3 BETEPaHAMHM BIHU Ta JEMOOLITI30BAHUMH
ocobamu.

YV mpoueci JOCTIIKEHHSI aBTOPH BHKOPHUCTAIN METOJ aHAJI3y TICHXOJIOTO-TIeNaroriyHux pKepe i3 JoCTimKyBaHol mpobiemu,
METO/IM MOPIBHSHHS Ta y3arajibHEHHs. PO3IISHYTO pi3HI MiAXOAM 10 BU3HAYCHHS MOHSITTS «CHIJIKYBaHHS B MPAlsSX HAYKOBIIB; J0-
CII/PKEHO CKJIa[JHUKH CIIUIKyBaHHS (KOMYHIKaTUBHUMN, IHTepaKTUBHUMN, IEPLEITUBHUIT).

IpoananizoBaHO HHW3KY HOPMAaTHBHO-NIPABOBHX JOKYMEHTiB: 3akoH Ykpainu «IIpo craryc BerepaHiB BiifHM, rapaHTii iX cowi-
AIILHOTO 3aXHCTYy», ETHYHUI KOJIEKC CIEIiaicTiB i3 comiansHol podotn Yipainu, MixknapoaHy Jleknapariio eTHYHUX MPUHIMITIB
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coriansHoi poOoTH, MiKHAPO/IHI €TUYHI CTaHJAPTH COLIAIBHUX MPAIiBHUKIB, 1HIII aKTH 3aKOHOJABCTBA, SIKi CTOCYIOThCS pOOOTH

COIIIaTbHOTO TpaIiBHHUKA i PEryNIO0Th HATAHHS JOIOMOTH BETepaHaM Ta MIATPUMKY TX aJanTallii 0 [UBUILHOTO KUTTSL.
BucnoBkn. CxapakTepu30BaHO OCHOBHI KOMYHIKaTHBHI BMiHHS, SKAMH OBUHEH BOJOAITH (paxiBellb, TIPAIIOI0YH 3 BETEPaHAMH

BilfHH Ta JIeMOO1Ti30BaHMK 0cO0aMu. BHOKpEMIIEHO OCHOBHI BUMOT'H JI0 COLIaIbHOTO TIPAI[iBHUKA Ta CHOPMYJIFOBAHO pEKOMEHAAIIi

171 poOOTH 3 BeTepaHaMU BiliHY # 1IeMOO1LIi30BaHUMU 0COOaMHU.

Knrouosi cnoea: coyianvnuii npayisHux, eemepan GitiHu, CRIIKY8AHHA, eMUKA CRINKYBAHHS 3 6eMEPAHOM, emUYHUL KOOeKc Coyi-

ajlbHO20 npauienum.

Relevance of the problem. The return of veterans
to civilian life is a complex and long-term process.
Therefore, one of the main tasks of society is the
reintegration of veterans through their adaptation to
psychological and social changes.

Based on the Law of Ukraine «On the Status of War
Veterans, Guarantees of Their Social Protection”, war
veterans are “persons who participated in the defense of
the Motherland or in hostilities on the territory of other
states, which include: participants in hostilities, persons
with disabilities as a result of war, and participants in
war” [11].

Communicating with veterans is not only a social
interaction, but also a specific ethical process that requires
a deep understanding of the psychosocial, emotional, and
psychological aspects of these individuals’ experiences.

Analysis of previous research and publications.
The issue of communication with veterans as a research
problem is relevant in the scientific works of Ukrainian
scientists. In particular, the issue of how to organize
communication with those who are not nearby is
covered in the work of A. Semenov, I. Symonovsky
and others. “How are you, beloved?” [21]. The rules for
conducting a conversation with people who have had
a traumatic experience: how to establish contact, how
and what to talk about, how to react are found in the
work “How are you, brother? How are you, sister?”” [19].
Ways to facilitate veterans’ adaptation to civilian life are
revealed in the collective work “How are you, veteran?”,
which highlights the issues of “how to restore contact,
start friendly communication, and restore a sense of
belonging and unity in relations with veterans” [20].

How to avoid escalating conflicts, the need for
sensitive communication with veterans, understanding
and skills listen is presented in the work of A. Dyakovych,
O.Fitkal [3].

The purpose of the article: to highlight the features
of ethical communication between social workers and
war veterans.

Presentation of the main material. The ability to
establish relationships with people and find an individual
approach is the key to the life and professional success
of every person. Effective communication involves not
only understanding the information conveyed by the
interlocutor, but also the ability to perceive his emotions.

Let us consider in more detail how the concept of
“communication” is viewed in the scientific literature.

Communication (from Latin communication —message,
transmission) acts as “a complex, multifaceted process
of establishing and developing contacts between people,
which is generated by the needs for joint activity; it includes
the exchange of information, the development of a single
strategy of interaction, the perception and understanding of
the partner in communication” [13, p. 127].
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V.Moskalenko considers communication as “a
communicative type of activity that expresses the
practical activity of the subject” [10].

S.Goncharenko understands “sociability” as “a
personality trait, its ability to communicate with other
people, sociability..., is not innate, but is formed in the
process of a person’s life and activity in a social group”
[2, p. 174].

In the philosophical dictionary, communication is
“...processes of exchanging activities, their products,
information, experience, and skills” [17].

Communication  includes three components:
communicative (information exchange); interactive
(interaction of communication partners); and perceptual
(understanding of a person by a person, reflection in
communication). [16].

In their professional activities, social workers
are guided by the “Ethical Code of Social Work
Professionals”, namely: “demonstrate respect and a
friendly attitude towards all people and respect the
beliefs of their clients, their values, culture, goals,
needs, preferences, relationships and connections
with other people; protect and support their dignity,
take into account individuality, interests and social
needs on the basis of building tolerant relationships
with them; guarantee clients direct participation in
the decision-making process on the basis of providing
full information about a specific client in a specific
situation; guarantee protection for their clients for the
purpose of their safety, as well as the safety of their
social environment” [5].

The list of professional and personal qualities of a
social worker is recorded in fundamental documents,
namely: the International Declaration of Ethical
Principles of Social Work, the International Ethical
Standards of Social Workers, the Code of Ethics of the
National Association of Social Workers of the USA, and
the Code of Ethics of Social Work Specialists of Ukraine.

If we talk about the main important communication
skills, then a specialist must be able to:

— ‘“organize and manage the communication process
in any form acceptable to the client;

— formulate your thoughts using speech etiquette;

— practice non-verbal communication, constantly
providing feedback;

— master the technique of speech, be able to use
rhetorical techniques and figures;

— be able to analyze conflicts, crisis situations,
confrontations and resolve them;

— understand the client, his needs, feelings and
thoughts based on knowledge of the patterns of the
social group to which he belongs;

— be able to use speech to carry out psychotherapy
in communication, relieve stress, adapt the client to
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appropriate conditions, and correct his behavior and
assessments” [1, p. 404].

The character traits, dynamics and specificity of
interpersonal relationships between a veteran and a
social worker, as well as the personal traits of a social
worker, are crucial for the effectiveness and efficiency
of socio-psychological assistance. A key point in the
process of interaction between a veteran and a specialist
is the establishment of contact and trust through
communication.

We agree with V.Malimon’s opinion that the
communicative culture of a specialist should be
“characterized by the level of mastery of professional

communication, which is determined by the
professional orientation, system of professional
knowledge, skills and professionally significant

personal qualities” [8].

When communicating with veterans, the following
points should be observed: 1) ahuman-centered approach;
2) dignity and respect for the person; 3) observance of
personal boundaries during communication [4].

Constructive communication with veterans requires
certain special knowledge. In order for communication
with a veteran not to cause discomfort, anxiety or
negative emotions in the social worker, it is important
to know about ethical communication, to understand
the rules of interaction with a person who has combat
experience. When providing services, the specialist must
take into account the following points:

“what feelings and needs may veterans have
when returning to civilian life;

— what questions and topics should not be initiated;

— how to create conditions favorable for
reintegration in the family;

— the importance of adhering to the rules of
business communication with veterans for employees of
institutions™ [9].

If we talk about the first conversation with veterans,
the specialist needs to:

— speak without judgment;

— call things by their proper names;

— maintain confidentiality;

— respect the client’s personal boundaries;

— use “I — communication” [22].

In order to overcome communication barriers, it
is advisable for a specialist to use effective listening
techniques (attention, reflective, non-reflective and non-
verbal listening, memory) [6].

In his work, a social worker should take into account
the following recommendations:

“listen actively when veterans talk about their
experiences related to the military or other things in their
lives;

— be open and honest if you are not familiar with all
the military professions, job descriptions, and acronyms.
If veterans use jargon, ask them to explain.

— paraphrase and repeat what someone said to make
sure you understood correctly;

— maintain a moderate level of voice volume. Avoid
an angry, threatening, or derogatory tone of voice;

— avoid judgments or insults;

— be consistent. Don’t pressure the person to share
their experiences or ask them to tell you what they
experienced” [14].

Veterans may have a strong reaction to minimal
disappointments in everyday life, to conflicts or
manifestations of unfriendliness. They may find it
difficult to concentrate and remember new things.
They may also feel awkward and uncomfortable in
communication. Therefore, you should not create
additional tension — communicate with veterans in a
familiar way, be friendly. Also, the social worker should
remember that there are a number of topics that are
sensitive for the veteran (politics, war, issues of justice-
injustice, feelings of guilt, etc.). Therefore, discussions
on such topics should be avoided. Safe topics for
communication will be issues related to food, hobbies,
everyday life, the past before the war [15].

A specialist should not use the phrase “I understand
you” if he or she has not had combat experience. It is
better to use sentences that indicate the importance of
the problem (for example, “I am very sorry to hear that”,
“This is a really difficult situation” etc.).

Traumatic memories can also trigger phrases related
to memories of death (“Have you killed anyone? What
did you feel when you killed?”, “How many people
have you killed?”, “Did any of your loved ones die?”,
etc.) [7].

To improve communication with a veteran, it is
necessary to be an active party in the conversation, to
show initiative when the interlocutor is having difficulty;
to focus on how the veteran is coping now and how he
will cope in the future. To this end, the social worker
should use phrases such as: “I am here and I am ready to
support”, “Do I understand correctly that...?”, “I want
to understand what is happening to you and how to help
you” [18].

Also, a specialist who provides social services needs
to understand certain features of communication not only
with war veterans, but also with their family members.
For these people, it is important to regularly feel support
from the outside, from loved ones, they “need attention,
are sensitive to disrespect, and can find it difficult even
in simple situations that no one would call exceptional
in peacetime” [18]. In this regard, the social worker must
provide services that will be focused on the veteran’s
family.

Inaccordance withthe order ofthe Cabinetof Ministers
“On approval of methodological recommendations for
the provision of administrative services to war veterans
and persons subject to the Law of Ukraine “On the status
of war veterans, guarantees of their social protection™”,
A social worker can provide services to veterans’ family
members through counseling, information support,
conducting information and communication campaigns,
etc. [12].

Conclusions and prospects for further research.
A social worker who communicates with veterans
must take into account several important aspects to
ensure effective and sensitive interaction. Namely:
understanding the war veteran’s experience; an
individual approach to each case when working with a
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veteran; the ability to show empathy and support; active
listening to understand the needs of the individual. Also
an important point in communicating with veterans is
maintaining confidentiality.

We agree with Oleksandr Chamorsov’s thesis that a
specialist “in order to communicate with others, one must
be ready to accept their pain, suffering, and the injustice
they face. This requires resources and internal support.
This is also the result of working on oneself” [18].

For this purpose, a social worker must undergo
special training, training programs and obtain
appropriate knowledge and skills that will relate to
psychological support, adaptation, assistance to veterans
with post-traumatic stress disorder, etc. The specialist

must be familiar with the legal aspects that concern
veterans, in particular regarding social guarantees,
medical care, pensions and compensations, access to
rehabilitation and social services. The social worker
must also be familiar with veterans’ support programs
and help them find the necessary resources (medical
services, legal advice, financial assistance, etc.). Thus,
this will make it possible not to communicate under the
influence of myths and stereotypes about veterans, avoid
sensitive topics and not ask incorrect questions. And
for veterans, communication with specialists who have
such knowledge significantly reduces the stress of the
situation, contributes to obtaining a positive experience
of reintegration into society.
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