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PUBLIC LEADER’S COMMUNICATION  
SKILLS TO BUILD DIALOGUE

Abstract. The article examines the communication skills of the head of educa-
tion for building a dialogue and purposeful formation of a new generation of mo-
dern leaders. It was found that a public leader, whose professional competence is a 
specially prepared deep process of the exchange of meanings, during which there 
are qualitative changes in the relations between the participants in the conditions 
of the democratic development of society. It has been established that in this con-
text, it becomes necessary to purposefully form communication skills in the context 
of conducting a dialogue both in organizing internal and external relations in the 
context of a new generation of professionals who must adequately respond to social 
challenges, introduce and produce ideas in conditions of using the establishment 
of relations with the public, effectively broadcast social and cultural values, have 
the ability to conduct negotiations and business communication, but also exchange 
basic social values   and communicate with a mass addressee.
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It was investigated that an important condition for the effectiveness of the 
work of a specialist in public administration is to take into account the gender 
component when considering conflicts in the organization’s environment, to 
avoid gender stereotypes and to form the gender sensitivity of one’s own and 
colleagues. Such accounting is a significant step in building the European edu-
cational space and reducing the level of conflict in the team; the indicated ways 
of introducing the educational program “Basic skills of a mediator in an educa-
tional institution and society”, which has been successfully tested with 2015. It 
has been substantiated that the communication skills of the head of education for 
building a dialogue acquires a new meaning of mediation and dialogue, which will 
allow the formation of communication technologies and his skills in the field of 
ethical requirements of democracy, openness of the public sphere, freedom of the 
media, ensuring national interests, etc.

Keywords: generation, public, business communication, public leader, com-
munication, professional competence, civil servant, mediation, conflict, dialogue

КОМУНІКАТИВНІ  НАВИЧКИ  ПУБЛІЧНОГО  КЕРІВНИКА  
ДЛЯ  ПОБУДОВИ  ДІАЛОГУ

Анотація. Розглянуто комунікативні навички керівника освіти для по-
будови діалогу та цілеспрямованого формування нової генерації сучасного 
керівника. З’ясовано, що професійна компетентність публічного керівника 
є спеціально підготовленим глибинним процесом обміну смислами, під час 
якого відбуваються якісні зміни в стосунках між учасниками в умовах де-
мократичного розвитку суспільства. Встановлено, що у цьому контексті не-
обхідним стає цілеспрямоване формування комунікативних умінь в умовах 
проведення діалогу як в організації внутрішніх, так і зовнішніх зв’язків в 
умовах  нової генерації професіоналів, які мають адекватно реагувати на су-
спільні виклики, впроваджувати та продукувати ідеї в умовах використання 
налагодження взаємин із громадськістю, ефективно транслювати соціальні 
й культурні цінності, мати уміння ведення переговорів та ділового спілку-
вання, обміну базовими суспільними цінностями та комунікації з масовим 
адресатом.

Досліджено, що важливою умовою ефективності роботи фахівця з пу-
блічного управління є врахування гендерної складової під час розгляду кон-
фліктів у середовищі організації, уникнення гендерних стереотипів та фор-
мування гендерної чутливості своєї та колег. Таке врахування відповідатиме 
вагомому кроку у побудові європейського освітнього простору та зменшен-
ню рівня конфліктності в колективі; зазначено шляхи  впровадження освіт-
ньої програми “Базові навички медіатора в закладі освіті та громаді”, яка 
успішно апробована з 2015 року. Обґрунтовано, що  комунікативні навички 
керівника освіти для побудови діалогу набувають нового змісту медіації та 
діалогу, який надасть можливість сформувати технології комунікації та ово-
лодіти навичками в галузях етичних вимог демократії, відкритості публічної 
сфери, свободи ЗМІ, забезпечення національних інтересів тощо. 
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Ключові слова: генерація, громадськість, ділове спілкування, публічний 
керівник, комунікація, професійна компетентність, державний службовець, 
медіація, конфлікт, діалог.

КОММУНИКАТИВНЫЕ  НАВЫКИ  ПУБЛИЧНОГО 
РУКОВОДИТЕЛЯ  ДЛЯ  ПОСТРОЕНИЯ  ДИАЛОГА

Аннотация. Рассмотрены коммуникативные навыки руководителя об-
разования для построения диалога и целенаправленного формирования 
нового поколения современного руководителя. Выяснено, что профессио-
нальная компетентность публичного руководителя является специально 
подготовленным глубинным процессом обмена смыслами, во время которо-
го происходят качественные изменения в отношениях между участниками 
в условиях демократического развития общества. Установлено, что в этом 
контексте необходимым становится целенаправленное формирование ком-
муникативных умений в условиях проведения диалога как в организации 
внутренних, так и внешних связей в условиях нового поколения профессио-
налов, которые должны адекватно реагировать на общественные вызовы, 
внедрять и продуцировать идеи в условиях использования налаживания 
отношений с общественностью, эффективно транслировать социальные и 
культурные ценности, иметь умение ведения переговоров и делового обще-
ния, обмена базовыми общественными ценностями и коммуникации с мас-
совым адресатом.

Доказано, что важным условием эффективности работы специалиста пу-
бличного управления является учет гендерной составляющей при рассмо-
трении конфликтов в среде организации, избегать гендерных стереотипов 
и формировать гендерную чувствительность свою и коллег. Такой учет бу-
дет отвечать весомому шагу в построении европейского образовательного 
пространства и уменьшению уровня конфликтности в коллективе; указаны 
пути внедрения образовательной программы “Базовые навыки медиатора в 
заведении образования и общества”, которая успешно апробирована с 2015 
года. Обосновано, что коммуникативные навыки руководителя образования 
для построения диалога приобретают новый смысл медиации и диалога, ко-
торый позволит сформировать технологии коммуникации и овладеть навы-
ками в области этических требований демократии, открытости публичной 
сферы, свободы СМИ, обеспечение национальных интересов и т. п.

Ключевые слова: генерация, общественность, деловое общение, публич-
ный руководитель, коммуникация, профессиональная компетентность, го-
сударственный служащий, медиация, конфликт, диалог.

Formulation of the problem. In the 
conditions of the democratic develop-
ment of Ukrainian society and in the 

process of moving towards building a 
democratic state, the issues of transpa-
rency and openness of the activities of 
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state authorities, the formation of trust 
in them become a priority [1-9; five]. 
In this context, it becomes necessary to 
purposefully form a new generation of 
professionals who are able to adequate-
ly respond to social challenges, work 
equally in the development of ideas, use 
innovative technologies to establish 
relations with the public, effectively 
broadcast social and cultural values, 
and have not only negotiation and 
business communication skills, but also 
the exchange of basic social values   and 
communication with the mass addres-
see. That is why an important condition 
for the effectiveness of the work of a 
public head of education is to take into 
account the gender component when 
considering the entire range of topics 
that relates to conflicts in the youth en-
vironment (causes, types, consequences 
for adolescents, etc.), to avoid gender 
stereotypes and to form gender sensi-
tivity of one’s own and colleagues. Such 
accounting is a significant step in buil-
ding an educational space and reducing 
the level of conflict in the team. One 
of the ways can be considered the de-
velopment and implementation of the 
educational program “Basic skills of a 
mediator in the institution of educa-
tion and society”, this program has been 
successfully tested with 2015 [8]. This 
is confirmed by the norms of the Law 
of Ukraine “On ensuring equal rights 
and opportunities for women and men”, 
the National Action Plan for the imple-
mentation of the recommendations set 
out in the concluding observations of 
the UN Committee on the Elimination 
of All Forms of Discrimination against 
Women in the Eighth Periodic Report 
of Ukraine on the Implementation of the 
Convention on the Elimination of All 

forms of discrimination against women, 
the National Action Plan for the Im-
plementation of UN Security Council 
Resolution 1325 “Women. World. Safe-
ty”. Basic mediation skills “is provided 
by the tasks of the Law of Ukraine 
“On Education” from 05.09.2017 No.3 
2145-19 (Articles 6, 12) [9], the State 
Social Program “National Action Plan 
for the Implementation of the UN Con-
vention on the Rights of the Child” for 
the period up to 2021, approved by the 
Resolution of the Cabinet of Ministers 
of Ukraine from April 5, 2017 No.230-r, 
the State Target Program for the res-
toration and development of peace in 
the eastern regions, approved by the 
Resolution of the Cabinet of Ministers 
of Ukraine from December 13, 2017 
No.1071, by order of the Ministry of 
Education and Science of Ukraine from 
08.08.2017 No.1127 “On approval of 
the action plan of the Ministry of Edu-
cation and Science of Ukraine for the 
development of the psychological ser-
vice of the education system of Ukraine 
for the period with 2020”, etc. [5, 7, 
8]. The communication skills of a mo-
dern leader for building mediation and 
dialogue take on a new meaning. This 
is due to the need to develop new tea-
ching methods in accordance with the 
technologies of managerial communi-
cation, whatever the leader possesses in 
the field of ethical requirements of de-
mocracy, openness of the public sphere, 
freedom of the media, ensuring national 
interests, and the like. At the same time, 
the personality of a public leader must 
meet the expectations of the public and 
ensure the trust of society and citizens 
in public service, contribute to the re-
alization of human and civil rights and 
freedoms [4].
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The use of management communi-
cations by a modern leader is not just 
a professional personality. The research 
has shown, if we take into account only 
the communicative aspect, then the 
speech of professionals is character-
ized by communicative isolation, ad-
dressing the “mysterious”. But it is also 
necessary to take into account that the 
social communication of the leader has 
social significance due to the functions 
of the civil service: after all, this is the 
language spoken by the authorities, the 
basis of which is communication. Re-
searchers determine that communica-
tion is one of the most important ways 
of conceptualizing and realizing and 
understanding reality, but speech, like 
communication in general, more or less 
clearly reflects the structure of socio-
political power in a particular society 
[2], and citizens depend on its effec-
tiveness stick to her side. The key form 
of development of the communicative 
competence of the communication of 
the head is the public sphere, which is 
closely related to the formation of civil 
society.

Analysis of recent research and 
publications. The study of scientific 
sources showed that the research is 
based on the research of L. A. Pashko, 
Doctor of Science in Public Admi-
nistration, Professor, Professor of the 
Department of Parliamentarism and 
Political Management of the National 
Academy of State Administration, who 
proves in his works and substantiates 
the content of the communicative com-
petence of the head of a public author-
ity, the typology sociocultural persona-
lity of the language [7]. In her writings, 
N.B. Larina, Candidate of Pedagogy, 
First Deputy Director of the Insti-

tute for Advanced Training of Leading 
Personnel of NASU, Ho nored Worker 
of Education of Ukraine, considers 
the creative potential of oral speech 
in managerial activity as a social and 
professional phenomenon within the 
framework of administrative discourse, 
in which those of his parameters that 
are formed by his profession and reflect 
the life and professional dominant, 
methods of developing such compe-
tence through axiological communica-
tion trainings, coaching [4, 7]. The pur-
pose of the article is to substantiate 
the communication skills of a specialist 
in public administration for building a 
dialogue as the communication skills of 
a modern leader.

Presentation of the main research 
material. Let us analyze the latest re-
search and publications of the problem. 
However, first, let’s find out what is 
included in the definition of “civil ser-
vant” and “local government official”. 
In accordance with the Laws of Ukraine 
“On Civil Service” and on “On Service 
in Local Self-Government Bodies” [8]:

a civil servant is a citizen of Ukraine 
who holds a civil service position in a 
state authority, another state body, its 
staff (secretariat), receives wages from 
the state budget and exercises the po-
wers established for this position di-
rectly related to the performance of 
tasks and functions such a public body, 
and also adheres to the principles of 
public service [6]; a civil servant is a 
citizen of Ukraine who holds a civil ser-
vice position in a state authority, ano-
ther state body, its staff (secretariat), 
receives wages from the state budget 
and exercises the powers established 
for this position directly related to the 
performance of tasks and functions 
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such a public body, and also adheres to 
the principles of public service [6]; 

To get into government service, you 
need to pass a competition. As well as 
serving in local governments (with a 
few exceptions) [6, 9].

The competition is carried out in ac-
cordance with certain requirements for 
the professional competence of a candi-
date for a civil service position based on 
the results of an assessment of his per-
sonal achievements, knowledge, skills, 
moral and business qualities for the 
proper performance of official duties.

At the legislative level, it is clearly 
defined that professional competence is 
the ability of a person, within the li mits 
of authority determined by the posi-
tion, to apply special knowledge, skills 
and abilities, to identify the appropri-
ate moral and business qualities for 
the proper performance of established 
tasks and responsibilities, training, 
professional and personal development 
[8]. For persons applying for entry into 
the civil service, there are requirements 
for their professional competence, 
which are divided into general and spe-
cial. General requirements are clearly 
spelled out in the Law of Ukraine “On 
Civil Service”. Special requirements 
for persons applying for positions in 
the civil service of categories “B” and 
“C” are determined by the subject of 
appointment, taking into account the 
recommendations approved by the cen-
tral executive authority, which ensures 
the formation and implements the state 
policy in the field of civil service. And 
persons applying for positions in the 
civil service of category “A” must meet 
the standard requirements (including 
special ones) approved by the Cabinet 
of Ministers of Ukraine.

In 2016, the Cabinet of Ministers of 
Ukraine approved the Concept for the 
introduction of positions of specialists 
on reform issues. Its goal is to create 
the necessary conditions for the prepa-
ration and implementation of national 
reforms by updating and strengthening 
human resources by attracting quali-
fied and competent specialists — spe-
cialists on reform issues [8].

For various categories of positions 
of specialists in reform issues, the com-
petence “communication and interac-
tion” has its own requirements.

For state secretaries of ministries, 
these are:

• the ability to identify interested 
and influential parties and develop 
partnerships.

• the ability to effectively interact, 
listen, perceive and express thought.

• the ability to speak publicly in 
front of an audience.

• the ability to convince others 
through arguments and consistent 
communication.

For the head of the expert group, 
these will be:

• ability to listen to opinions;
• ability to express your opinion, 

express yourself clearly (orally and in 
writing), persuade;

• ability to speak to an audience.
And for government experts, these 

are:
• the ability to listen and perceive 

thoughts;
• ability to listen to opinions, ex-

press themselves clearly (orally and in 
writing);

• willingness to share experiences 
and ideas, openness in the exchange of 
information;

• orientation towards team results. 
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As you can see, there are different 
requirements for different categories 
of managerial positions. If for the head 
of the expert group the priority is the 
ability to express one’s opinion, per-
suade and the ability to speak in front 
of an audience, then for a state expert 
it is important to listen and perceive 
thoughts, the willingness to share ex-
periences and ideas, openness in the ex-
change of information, as well as focus 
on team results. Consider a few more 
competencies and requirements for 
various communication requirements 
of the head, namely [1, 4].

Ability to conduct public spea-
king:

• The ability to establish contact 
with the audience, transmit informa-
tion and receive feedback;

• The ability to clearly, consistently, 
structured and clearly state their posi-
tion;

• The ability to apply the tech-
niques of public speaking.

 Conducting business negotiations:
• Ability to prepare mutually be-

neficial options for cooperation / issue 
resolution;

• Ability to identify the interests of 
the parties, analysis of their strong and 
weak positions;

• The ability to build argumenta-
tion and counter argumentation.

Ability to substantiate one’s own 
position:

• The ability to correctly place ac-
cents and arguments;

• The ability to correctly formulate 
theses;

• the ability to use techniques of 
comparison and generalization, brin-
ging arguments by examples. 

Ability to conduct a dialogue:

• to hear and perceive the thoughts 
and views of other participants in the 
dialogue;

• to direct towards an open deci-
sion-making, which is most accep table 
for all participants in the dialogue, 
takes into account the interests and 
needs voiced by them;

• on the orientation of the presenta-
tion of different views and opinions on 
the subject of discussion;

• take responsibility for managing 
the dialogue process.

That is, while there is an under-
standing that the public service needs 
specialists who have sufficient commu-
nication skills. All these requirements 
for their competence are designed to 
help the effective work of public of-
ficials, including during the establish-
ment of interaction with the public.

Practice and experience have shown 
that various forms of consultations 
(face-to-face and telephone, answers 
to written questions, “hot lines”, etc.) 
complement the work with the public 
with a whole range. Consulting forms 
of work with the public already con-
tribute to their content a certain ele-
ment of active perception of the subject 
of cooperation. They provide the pub-
lic with an opportunity to voice their 
opinion. At the same time, the role of 
a public servant should not be limited 
to just listening to the public. It is im-
portant for a dialogue to take place and 
a decision acceptable to all be made in 
the normative and legal plane.

The study showed that the main 
normative legal act governing the 
mechanism for holding public consul-
tations in Ukraine is the Procedure for 
conducting public consultations on the 
formation and implementation of state 
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policy, approved by the Resolution of 
the Cabinet of Ministers of Ukraine 
from November 3, 2010 No. 996. Ho-
wever, local governments it is only 
recommended to use this order in your 
work.

According to the Procedure for 
Public Consultations on the Forma-
tion and Implementation of State Poli-
cy, public consultations are carried out 
in the form of: public discussion (direct 
form); public opinion research (indi-
rect form).

The general meeting is a multifa-
ceted and multifunctional pheno-
menon. They can be viewed as a means 
of democracy and a form of local self-
go vernment; the organizational form 
of the activities of public organizations 
and the structural element of other 
forms of democracy; the form of realiza-
tion of constitutional rights and free-
doms of man and citizen — a means of 
expressing the will of a complex of natu-
ral rights; a means of feedback between 
citizens and the state, and the like.

Article 13 of the Law of Ukraine “On 
Local Self-Government in Ukraine” de-
termines that a territorial community 
has the right to hold public hearings — 
to meet with deputies of the relevant 
council and officials of local self-go-
vernment, during which members of the 
territorial community can hear them, 
raise a question and make proposals on 
issues local significance related to the 
jurisdiction of local government.

Various legislative acts define the 
possibility of holding public discus-
sions, the forms of which are indepen-
dently determined by local govern-
ments.

An important form of dialogue is 
the so-called advisory or coordination 

councils, advisory committees, public 
councils — these are groups of volun-
teers from community representatives 
who work on a permanent basis in the 
mode of meetings and help to clarify the 
interests of society in those issues that 
are addressed by a public organization, 
government or local government.

The study and analysis of the nor-
mative acts of the research problem 
made it possible to determine the cri-
teria for the effectiveness of the com-
munication activity of a public ad-
ministration specialist who ensures 
interaction with the public. These are: 
optimality (correspondence between 
the problem and the adopted means of 
solving it); effectiveness (reality of the 
results achieved); continuity (from the 
performance of one level, a transition 
is made to the next, more important, 
complex and promising one).

Achieving these criteria indicates a 
high level of his communication skills. 
One of them is dialogue [2, 3, 4].

Dialogue is a specially prepared 
deep process of the exchange of mea-
nings, during which qualitative chan-
ges occur in the relations between the 
participants; exchange of meanings; 
qualitative change; organized process. 
The key in dialogue is building connec-
tions and relationships with yourself 
and others.

In the course of the study, we found 
that the results of the dialogue: the 
positions of the participants in the 
dialogue were heard, and the interests 
were taken into account; understan-
ding each other’s needs; an open and 
fair decision; the best solution for 
stakeholders. In doing so, we took into 
account the principles of forming a dia-
logue:
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Doesn’t hurt. Voluntary and self-de-
termination of the parties. Participant 
inclusiveness. The balance of power. 
The choice of controlled communica-
tion and its confidentiality [3]. In the 
context of active use of the principles 
of dialogue, we came to the conclusion 
that it is necessary to take into account 
the prerequisites for a successful dia-
logue: the diversity of experience of the 
participants involved in the dialogue; 
no need to resolve the issue during a 
specific dialogue meeting; balance of 
the relative strength of the parties to 
the dialogue [4].

Conclusions. So. Among the spe-
cific communication skills and abilities 
of a public administration specialist to 
conduct a dialogue, the following can 
be distinguished: 1) attentively listen, 
observe and memorize not only the 
phrases of the interlocutors, but also 
the manner of their behavior; 2) to es-
tablish simple and transparent com-
munication between the participants 
in the dialogue; 3) identify the simi-
larities and differences in the positions 
of the (conflicting) parties; 4) analyze 
and synthesize information about the 
problem; 5) diagnose and reward ef-
fective behavior; 6) create a model of 
effective behavior; 7) provide feed-
back between the participants in the 
process, excluding the “offensive” and 
“defensive” forms of communication; 
8) inspire confidence in the partici-
pants in the mediation process; 9) en-
courage constructive conflict actions, 
10) be patient and confident in the 
positive result of the dialogue.

Considering the above, we also draw 
attention to the important components 
of the dialogue, without which the dia-
logue will not be effective.

1. For an effective dialogue, it is im-
portant to take care of all the compo-
nents and their balance:

intellectual, emotional, physical and 
spiritual components.

2. Dialogue: provides an oppor-
tunity to get acquainted with other 
worldviews/ways of perceiving the 
world, to understand yourself and your 
beliefs, values, stereotypes of thinking 
and prejudice; still recognizes the im-
portance of both objective facts and 
personal stories for understanding 
dialogue issues; improve communica-
tion skills; create conditions for a joint 
search for the most acceptable idea or 
further action; accompany the general 
analysis of the problem and create a 
good basis for joint action; ensuring the 
fundamental task of dialogue.
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