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PSYCHOLOGICAL ASPECTS
OF COMMUNICATION IMPROVEMENT
IN THE EMERGENCIES

AHoTanisi. Y cTarTi pO3KPUTO MOHSATTS KOMYHIKalli Ta KOMYHIKalii B
COLIIAJIBHOMY YIIpaBJliHHI, BU3HAYEHO OCHOBHY 3aJl1ayy KOMYHIKaIii Ta 0COOJMBOCTI
YIPaBIIHCHKOI KOMYHIKAIlll, OKPECIEHO Ta 3alpONOHOBAHO IIJISXU BUPIIICHHS
npobsiemu moOy0BU edexkTuBHOI KoMyHikalii B ymoBax HC. ¥ po0oTi po3kputo
OCHOBHI €JIEMEHTH MPOIEeCYy KOMYHIKaIli#l (BIAMPaBHUK - JIIOJIMHA, 1110 TeHepYe 11ei
1 mepejae iX; MOBIAOMJIEHHS - TEKCTOBA a00 3ako0BaHa 1HGOpMaIlis; KaHa - 3acio
nepenayi iHdopmalii; oAep:KyBau - JIOJIUHA, KA BIIMPABHUK aJpecye MepeaHe
noBizioMJieHHs). Bupaineno eranu indopmarniitHoro 3ade3nedenns B ymoBax HC:
MOCTAHOBKA 3aB/IaHb I110J]0 BCTAHOBJIEHHS BIAMOBIAHUX 1HPOPMAIIHHUX 3B’ SI3KIB 1

BU3HAYCHHS LIUJIeH 1H(OOPMYBaHHS; CTBOPEHHSI (POHAY BIIOMOCTEH, OaHKY JaHUX;



o0po6Oxka iH(opMmarii, ii cucTremaTu3allis; HaJlaHHS Ta MOMIMpPEeHHs 1H(opMallii 3a
JOTIOMOT00 CTeliaTbHUX (PopMm 13aco0iB.

Ha ocHOB1 pe3ynbTariB, OTpUMAHUX YYEHUMHU Yy TIONEpPEIHIX HAyKOBHUX
npaisix, akTyajl30BaHO HarajbHy IOTpeOy B OOIpyHTYBaHHI Ta OKpECIEHHI
BEKTOPIB YJIOCKOHAJIEHHS KoMmyHikailii B ymoBax HC, 30kpema, uepe3 JOCITHEHHS
B3a€EMOPO3YMIHHA Y NpoQeciiHO-KOMYHIKATUBHIN CUTyalli, AKe 3a0e3nedyeThes
BHYTPIIIHIMHU pecypcaMu 0COOMCTOCTI (paxiBIls, 10 BIJIMBAIOTH HA KOHCTPYKTHUB
CHIJIKYBaHHS MiJ] yac B3aeMoil y npodeciiiHiii HapuHi, Ta 3a paXyHOK PO3BUTKY Y
KepiBHUKIB MiApo3a11iB cuctemu JJCHC opranizaiiitHo-ynpaBiiHChKUX IKOCTEH. Y
poOOTI PO3KPUTO MOJENIb LHUPKYJISIPHOI KOMYHIKaIil (IMHAMIYHA MOJEINb, 3a
JOTIOMOT'OI0 HET € MOKJIMBICTh MPEJCTABUTHU MPOLIEC PO3rOPTAaHHS CHUTYALli; laHa
MO/IeJIb HE PO3/AUIS€E BIANPABHUKA Ta OTPUMYyBaya, y IEBHUI MOMEHT OJ/IHA JIFOJINHA
MOxe OyTH B 000X POJISIX, 1110 MEPETBOPIOE OOMIBI CTOPOHU HA AKTUBHUX YYACHUKIB
B3a€EMOJIii; y MNaHI MOJeNl aKUEHT 3pOo0JIeHO Ha 3BOPOTHIN 3B’SI30K; MOJIEINb
JIEMOHCTPYE, SIK MPABWIBHICTh T TOYHICTh MOBIOMIICHHS € HEOOX1THUMU J1JI HOTO
MPAaBWIBHOTO CHPUNHATTS; IUPKYJISIPHUN XapakTep H03BOJIsIE 00OM CTOpOHAM
BHUKJIACTU CBOIO TYMKY).

KurouoBi ciioBa: komyHikauis; komyHikauisg B ymMmoBax HC; komyHikauis B

YIpaBIIiHHI; KOMYHIKaLiiHI Mepexi; iHpopMalliiiHa Oe3nexa.

Abstract. The concepts of communication and communication in the social
management are revealed in the article; the main task of communication and features
of management communication i1s defined; the ways of solving the problem of
building the effective communication in the conditions of emergencies are outlined.
The main elements of the communication process are found out in the article (sender
— a person who generates the ideas and transmits them; message — the text or coded
information; channel — the means of transmitting information; recipient — the person
to whom the message is directed by the sender).

The stages of information management in the conditions of emergencies are

distinguished: the setting tasks for the establishing of the appropriate information



links and determining the purposes of informing; the creation of a fund of
information, a data bank; the processing of information, its systematization; support
and dissemination of information through the special forms and means.

Based on the scientific results, the article actualizes the urgent need to
substantiate and outline the vectors for improving the process of communication in
the emergencies, in particular, through the achieving of the mutual understanding in
a professional communication situation, which is provided by the internal resources
of a specialist personality, which influence the constructive communication during
the interaction in the professional field, and through the development of
organizational and management qualities in the heads of the State Emergency
Service of Ukraine system. The article reveals a model of circular communication
(a dynamic model, with the help of which it is possible to present the process of
unfolding a situation; this model does not separate the sender and the recipient, at a
certain moment one person can be in both roles, which turns both into active
participants in the interaction; this model emphasizes feedback; the model
demonstrates how the correctness and accuracy of the message is necessary for its
correct perception; the circular nature allows both parties to express their opinions).

Key words: communication, communication in emergencies; communication

in management; communication networks; information security.

Problem statement. In the context of a full-scale military invasion to our
country by the troops of the russian federation, communication is a basic need on
which the safety of community members and even their lives often depend.
Communication in the context of constant and systematic missile and drone attacks
means security and providing the population with timely information, meeting the
information needs, and the ability to fully exist in the news space. Communication
in the modern world has become an emergency service aimed at responding to
emergencies, and the lack of information quickly creates panic, anxiety and

helplessness.



According to Internews, in recent years, the trust in official sources of
information has grown significantly: people trust information from the General
Staff, territorial military commands, the websites of the Commander-in-Chief, the
Government, the President Office, and local authorities, and only then — television
and radio. Thus, communication should be of the highest quality and useful. It should
be not just an exchange of information, but also a solution to current issues that are
arising on a regular basis, and the range of which is much more complex now than
in peacetime.

Analysis of the latest researches and publications. A number of scientists
have conducted researches concerning the peculiarities of organizing and
implementing communication in the context of an emergency. N. Vovk described in
details the features and identified the factors that determined the effectiveness of the
communication process, and it was highlighted the psychological approaches to
improving the effectiveness of communication in crisis management [2].

V. Ovsianyk examined the theoretical aspects of crisis communication in
emergency situations, identified the components of crisis communication in the field
of public administration and considered the theoretical and methodological aspects
of anti-crisis communication [6], L. Mudrak proposed the laws and principles of
communication and the rules for building the communication strategies in the
conditions of crisis [5].

Despite the fact that the issue of peculiarities of the organization and
implementation of communication in disaster conditions has been studied for a long
time, it remains open today. This is due, first of all, to the introduction of the latest
technologies into human activity, which appear as a result of the achievements of
the world scientific and technological progress and the high probability of
man-made, natural, military and socio-political hazards, the growth trends of which
have been observed since the beginning of the third millennium. We believe that
during the elimination of emergencies caused by missile and drone attacks,
management and interpersonal communication plays an important role in the

coordinating, management, providing information to rescue teams and in informing



and assisting victims, survivors, their relatives and the population affected by
emergencies. Interruptions in the communication channels within the system and
from outside the system can cause confusion and disorder and reduce the ability to
manage the situation.

Formulating the objectives of the article. Based on the specifics of the
problem raised, we consider it necessary to solve the following tasks: to conduct a
comparative explication of the concepts of “social communication” and
“management communication”; to identify the areas of management communication
in emergencies; to analyze communication models; to identify the areas of their
application in management activities in the conditions of emergencies for
improving them.

The main material. The process of communication that exists in management
activities in disaster conditions is management communication, which we define as
an integral set of management relations and interactions between the subjects of
management activities carried out vertically and horizontally within the structure
and with the external social environment. First of all, management communication
ensures the implementation of management functions, the functions of the
management subject [9].

The management in emergencies necessarily involves the interaction between
the public authorities and other organizations. And, as V. A. Terentieva notes in her
works, the key role here is played by the ability to coordinate efforts in conducting
the common operational actions and ensuring communications [7]. Accordingly,
under these circumstances, the main task of communication in disaster conditions is
to ensure the continuity of information flows to groups and institutions involved in
this situation in order to reduce risks, minimize fears, and other undesirable
emotional states and reactions.

An explicative analysis of the concept of communication, based on the studies
of Ch. Osgood and W. Schramm, has led to the conclusion that the vast majority of

scholars consider this concept as a complex and multicomponent process.



The main elements of the communication process were identified by many
researches, including: sender — a person who generates ideas and transmits them;
message — text or encoded information; channel — a means of transmitting
information; recipient — a person to whom the sender addresses the transmitted
message [1].

As a result of the analysis of the researches, we define the concept of
communication in management as a conscious, purposeful impact on the social
system as a whole or on its individual elements, which is carried out on the basis of
the use of objective laws and trends inherent in this system [2].

In the course of our study, we consider it necessary to examine the circular
model of communication proposed by W. Schramm and Ch. Osgood. The structure
of this model includes almost all components that are fundamentally important for
management: sender, receiver, message to be encoded; message to be decoded;
message transmission channel and, accordingly, the result of communication [11].

This model presents communication as an interactive and interpretive process
in which the communicators actually send and simultaneously receive signals in the
form of messages.

The advantages of using this model of communication in considering the
management process in emergencies are: the circular model of communication is the
dynamic model, which makes it possible to present the process of situation
unfolding; this model does not separate the sender and the receiver, at a certain
moment one person can play both roles, which turns both into active participants in
the interaction; this model emphasizes feedback; the model demonstrates how the
correctness and accuracy of the message is necessary for its correct perception. This
model emphasizes two fundamentally important points for management:
communication is viewed as an unlimited process in space and time; not only the
sender but also the receiver is responsible for its success.

As the communication is not just a flow of information, but also the exchange
of messages between managers and subordinates, between departments of relevant

services and organizations, it is important not only to move messages quickly



through the communication channels, but also to have a psychological component,
to ensure that the recipient understands the meaning of the message. For this
purpose, it is necessary to acquire the ability not only to clearly express thoughts and
orders, but also to listen and hear the interlocutor attentively — without this, it is
impossible to increase the effectiveness of communication interaction as a specific
exchange of information.

The management process always involves the communicative interaction
between its participants — the manager and subordinates, the effectiveness of which
1s determined primarily by the level of the communicative competence of manager/
leader. According to L. Rudenko, the communicative competence is based on a
certain set of knowledge and skills that contribute to the effective implementation of
the communication process, and reflects the ability of a person to establish and
maintain the necessary contacts with people. At the same time, the achievement of
mutual understanding in a professional and communicative situation is ensured by
the internal resources of the specialist’s personality, with the help of which he or she
communicates constructively during the interaction at work [7].

In the emergency conditions, the information support is also provided by the
warning system, which, according to Article 2, paragraph 39 of the Civil Protection
Code, is a set of organizational and technical measures, warning equipment and
technical means, equipment, channels of communication intended to timely
communicate signals and information about the emergencies to central and local
executive authorities, enterprises, institutions, organizations and population [3].

In Article 21 of the Civil Protection Code concerning the information support
is stated that “...citizens of Ukraine have the right to get the information about
emergencies or dangerous events that have occurred or may occur, including in a
form accessible to people with vision or hearing impairment. In the article 27,
paragraph 4 it is noted that the citizens who perform tasks on prevention or
elimination of the consequences of emergencies as part of a voluntary civil defense
formation have the right to receive information about the emergency and about the

necessary security measures [3].



As O. H. Barylo, “...information support is a dynamic system of obtaining,
evaluating, storing and processing data created for the purpose of making
management decisions” [1]. Accordingly, it can be considered both as a process of
providing information and as a set of forms of documents, regulatory framework and
implemented decisions on the scope, location and forms of existence of information
used in the information system in the course of its operation.

In certain situations, the organization of work of the effective management
communication in emergencies i1s an extremely complex matter, and neglecting it
can entail serious consequences. The difficulties of management during the
liquidation of emergencies are related to the peculiarities of information impact in
the extreme conditions. They can be caused by delays in the receipt, concealment,
distortion or destruction of operational information, cases of unauthorized access to
it by some peolpe (or groups of people).

In the process of outlining the vectors for improving the management
communication in disaster conditions, we are interested in the experience of the
World Health Organization (WHO) in the United States. They organized great job
concerning the communication in the emergencies; it involves a number of activities,
including: informing, maintaining trust, protecting reputation, developing proactive
news and messages in social networks, and a number of other areas [8,10].

In emergencies, WHO’s communication objectives are to ensure people who
are affected, with the necessary information to protect their health and safety.

Conclusions. Thus, as a result of the analysis of a number of works,
communication is considered as a complex and multicomponent process (Ch.
Osgood, W. Schramm), communication in social management — as a conscious,
purposeful impact on the social system or on its individual elements, which is carried
out on the basis of the use of objective laws and trends inherent in this system.

The main task of communication in emergencies is to ensure continuous flow
of information to groups and institutions involved in the work in these conditions in

order to reduce risks, prevent or minimize fears and other undesirable emotional



reactions. The key role in this process belongs to the ability to coordinate efforts in
conducting joint the operational actions and ensuring communication.

In emergency conditions, the decision of the head of disaster liquidation is the
basis of management, and he/she is fully responsible for managing subordinate
forces and for the successful accomplishment of disaster response tasks. The
principles of management are continuity, firmness, flexibility and sustainability of
management in emergencies.

Management communication is a holistic set of management relations and
interactions between subjects of management activities vertically and horizontally
within the structure and with the external social environment. The specificity of
management communication, the communication process that exists in management
activities in emergency conditions, is to create a feedback system, exert management
influence on the regulation of information exchange, on the mechanisms of public
opinion formation, ensure the security of the country information infrastructure, and
apply modern information technology achievements in the organization and
implementation of the management process.

The feedback is of particular importance in management activities in disaster
situations, while achieving the mutual understanding in a professional
communication situation is ensured by the internal resources of the specialist’s
personality, with the help of which he or she communicates constructively during
interaction at work. According to this approach, the improvement of management
communication in disaster conditions is possible through the development of
organizational and management qualities in the heads of the SES units, namely:
knowledge of the theory and practice of professional communication; ability to
properly build a system of professional contacts; skills of management subordinates
during the liquidation of emergencies and rescue people; ability to actively listen to
the interlocutor, prudence and integrity; ability to clearly express their thoughts,
especially in extreme conditions; to regulate the own communication activities; to
coordinate the actions of partners during the rescue operations with the help of

communication means.



As one of the ways of management communication in emergency conditions,
we consider information support, which is part of life support for victims in such
conditions. The stages of information support in emergency conditions are
identified: setting tasks for establishing appropriate information links and defining
the purposes of information; creation of a fund of information, a data bank;
processing of information, its systematization; provision and dissemination of
information through the special forms and means.

Appealing to the experience of the United States (WHO) made it possible to
supplement the identified vectors for improving disaster communication with the
following items: organizing a communication system to build trust in partners,
maintain and protect the organization reputation, maintain trust in information and
relevant instructions and appropriate actions; creating an incident management
system that helps accelerate the development of modern and technically sound
instructions and measures to reduce risks to life and health during emergencies; the
organization of system for emergencies tracking information in social media;
development materials and topics for discussion to suit different audiences;
development of proactive news and social media messages; answering the questions
and requests from the media; designing and creating websites about disasters;
developing and updating website content; coordinating communication activities

with internal and external partners.
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