AKTYAJIbHI MUTAHH4A
b/’ EKOHOMIHHUX HAYK

Menex:KMeHT
UDC: 658:339.9:004
DOI https://doi.org/10.5281/zenodo.20668122

Conceptual models and methodological tools for diagnosing organizational

social and communication support

Blyznyuk Tetyana,

Doctor of Sciences (Economics), Professor,

Head of Creative Management and Design Department
Simon Kuznets Kharkiv National University of Economics
61165 Kharkiv, Nayki av., 9a
https://orcid.org/0000-0002-8291-4150

Wang Honghai

PhD student of Creative Management and Design Department
Simon Kuznets Kharkiv National University of Economics, Ukraine,
61165 Kharkiv, Nayki av., 9a

Associate Professor, Tourism College of Zhejiang, Hangzhou, China

https://orcid.org/0009-0001-3147-6509

Accepted: 20.05.2026 | Published: 28.05.2026

Abstract. The article presents the results of developing a conceptual model and
methodological tools for diagnosing the social and communication support (SCS) of
organizations under the conditions of digital transformation and martial law in Ukraine.
The relevance of the study stems from the need for domestic enterprises to adapt to

high uncertainty, structural changes in labor collectives (feminization, aging personnel,
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shortage of male labor), and the growing role of communications as a strategic
resource.

The empirical basis of the study is an expert sociological survey conducted in
2026 in 45 Ukrainian organizations of various fields of activity (production - 26.7%,
services - 73.3%) and forms of ownership (state - 57.8%, private - 42.2%). A set of
methods was used: questionnaires, technical audits, documentation analysis, and
monitoring of communication metrics, which ensured data triangulation.

The study found significant gaps in the SCS systems of Ukrainian organizations.
The most problematic was the cultural-value mechanism: only 26.7% of employees
fully share the organization's values, and 22.2% perceive them as purely formal. A low
level of systematic feedback was recorded (13.3% of organizations). It was found that
25% of manufacturing enterprises are at the low and transitional levels of VSC
development, while none have reached a high level. In the service sector, 30.3% of
organizations have a low level of VSC development, and only 6% have reached a high
level. Based on the data obtained, a conceptual model of VSC was developed, which
integrates four interrelated levels: institutional, technical, cultural-value, and
behavioral-management. To quantitatively assess the level of VSC development, an
integral indicator, IvSC, with differentiated weighting factors for the manufacturing
and service sectors, was proposed. A methodological diagnostic toolkit has been
developed, including questionnaires, technical audits, communication metrics, and
analytical frameworks, that enables regular monitoring of the state of the VCS.

Differentiated practical recommendations have been formulated along three
dimensions: by the type of VCS development (adaptive, with hidden potential,
technologically dependent, with a critical gap), by the field of activity (production or
services), and by the form of ownership (state or private). The implementation of the
proposed recommendations will improve the effectiveness of social and
communication support, increase staff involvement, and strengthen organizations'

adaptability to changes in the external environment.
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AHoTamisi. Y cTarTl NpeACTaBiI€HO pe3yJbTaTH PO3POOKH KOHIENTYaJbHOI
MOl Ta METOJUYHOTO  IHCTPYMEHTapil0 il  JIIaTHOCTUKU  COI1aJIbHO-
KoMyHikamiitHoro 3abe3neuenHs (CK3) opranizamii B ymoBax 1udpoBoi
TpaHcopMmallii Ta BOEHHOTO CTaHy B YKpaiHl. AKTyaJbHICTb JOCHII)KEHHS 3yMOBJIEHA
HEOOXIIHICTIO ajanTaiii BITYM3HSAHUX MIJMNPUEMCTB O BHCOKOI HEBU3HAYEHOCTI,
CTPYKTYpPHUX 3MIH y TpPYJIOBUX KOJEKTHBax (deMiHizallis, CTapiHHS I[EepCOHaIy,

nedIuUT 40JI0B14Oi poOOUOi CHIIM) Ta 3pOCTaHHS POJIi KOMYHIKAIIHN K CTPATEriYHOTO

pecypcey.
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EMIipuyHOI0 OCHOBOIO JOCIIIPKEHHS € €KCIIEPTHE COII0JIOTIYHE ONMUTYBAaHHS,
npoBeneHe y 2026 poii B 45 ykpailHCbKUX Oprasizaimisix pizHUX cdep AisUIbHOCTI
(BupoOHUIITBO — 26,7%, nocnyru — 73,3%) ta Gpopm BiacHocTi (nepxxaBHa — 57,8%,
npuBatHa — 42,2%). BukopucToByBaBCsl KOMILIEKC METOMIB: aHKETYBAaHHS, TEXHIUHI
ayJauTH, aHAJ13 JOKYMEHTAallll, MOHITOPUHT KOMYHIKAI[IMHUX METPHK, 1110 3a0€3MeUnB
TPIAHTYJISALIIO TaHUX.

Pesynbratn nocimiKeHHS MOKa3alu cyTTeBl mnporaauHu B cuctemi CK3
yKpaiHChKUX opraHizani. HaiOuipir npoOieMaTUdYHUM BUSIBUBCA KYJIbTYypPHO-
MIHHICHUN MeXaH13M: Juine 26,7% CchiBpOOITHUKIB MOBHICTIO MOAUISIOTH IIIHHOCTI
opranizaiii, a 22,2% cnpuiiMaioTh iX K cyTo QopmaiibHi. 3adiKCOBAHO HU3BKUIA
pIBEHb CHCTEMATUYHOIO 3BOpOTHOrO 3B's3Ky (13,3% opranizamiit). Busisneno, mo
25% BUpOOHHYMX MIAIPUEMCTB IepeOyBalOTh Ha MEX1I HU3BKOTO Ta MEPEXiAHOTO
piBHIB po3Butky CK3, BogHOUYAC KOJHE 3 HUX HE JIOCATIIO BUCOKOTO piBHA. Y cdepi
nocayr 30,3% opranizaiiiii MaroTh HU3bKUM piBeHb po3BUTKY CK3, 1 mute 6% nocsrinu
BHCOKOT'O PIiBHS.

Ha ocHoBi oTpuManux gaHux po3poOiieHo KoHuenrtyalbHy monaenb CK3, ska
IHTETpy€ YOTHUPHU B3AEMOIIOB'SI3aH1 PIBHI: 1HCTUTYUIMHUMN, TEXHIYHUN, KYJIbTYpPHO-
IIHHICHUW Ta MOBEIHKOBO-YINPABIIHCHKUM. J[JIsI KUTbKICHOI OLIHKU PIBHSI PO3BUTKY
CK3 3anpornoHoBaHO iHTErpaibHUM Moka3HUK [ck3 3 AudepeHniioBaHuMu BarOBUMHU
Koe(illieHTaMu I BUPOOHHYOrO0 CEKTOpYy Ta ceKTopy mnocayr. Po3poOneno
METOJUYHUN J1arHOCTUYHUN 1HCTPYMEHTApId, SKUWA BKJIIOYAE€ AHKETH, TEXHIUYHI
ayIUTH, KOMYHIKalliifHI METPUKMA Ta aHaJITU4YHI PaMKH M Jla€ 3MOTYy PEryJsipHO
koHTpoJiroBatu crad CK3.

CdopmynboBano mgudepeHiliiioBaHi MpPaKTUYHI PEeKOMEHJalii 3a TpboMa
BuMipamu: 3a TunoM po3BuTKy CK3 (amanTuBHUiA, 3 NPUXOBAHUM MOTEHIIIATIOM,
TEXHOJIOTIYHO 3aJIe)KHUM, 3 KPUTUYHUM PO3PUBOM), 3a cdeporo AiSIbHOCTI
(BupoOHHMIITBO a00 mochnyrH) Ta 3a (OPMOIO BIACHOCTI (JIep»KaBHA YU IMPUBATHA).
BropoBamkeHHsT  3ampoONOHOBAHMX  PEKOMEHJAAIIA  CHOPUSTUME  IMJABUIIECHHIO

€(EeKTUBHOCT] COLIAJIbHOI Ta KOMYHIKAIIMHOT MIATPUMKHU, 3POCTaHHIO 3aJy4€HOCTI
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NEPCOHANy Ta NOCHJIEHHIO aJalTHBHOCTI OpraHizauiid 10 3MiH Yy 30BHILIHBOMY
CepeIOBHIIII.

KuarwuoBi cioBa: coiianbHO-KOMYHIKaIlliHA MOIATPUMKA, J11arHOCTHUKA,
MOHITOPHUHT, KOHIIENTyaJlbHa MOJIENIb, OpraHi3alliiiHa KOMYHIKAIlisl, 1HTErpaJbHUI

MOKA3HUK, KyJIbTYPHO-LIHHICHUN MEXaHI13M, TU(epeHI1ioBaH1 peKOMEHIallil.

The statement of the problem. In today’s highly uncertain environment, caused
by martial law, economic upheavals, and digital transformation, effective internal
organizational communication is no longer an ancillary function but a strategic
resource that ensures team survival and cohesion. Research shows significant changes
in the structure of the workforce: due to military events, mobilization, and migration,
the shortage of male labor has led to an increased role for women in ensuring the
smooth operation of enterprises (75.6% of respondents were women).

Although most organizations recognize the importance of communication
processes, they still face numerous problems: communication procedures are
formalized but lack practical effectiveness; technologies are disconnected from cultural
integration; systematic feedback mechanisms are lacking; and employees have a low
level of identification with corporate values. Research shows that only 13.3% of
organizations regularly assess communication effectiveness, and that only 13.3%
implement systematic feedback mechanisms.

Therefore, there is an urgent need to develop a systematic approach to
diagnosing, monitoring, and improving the organization's social and communication
support, considering the specific needs of different industries and institutions.

Analysis of recent research and publications. The theoretical and
methodological foundations of social and communicative support (SCS) have been
studied by scientists both domestically and abroad. Among Ukrainian scientists, the
studies of V. Rizun [8], I. Shpektorenko [9] and O. Kostyuk [2], who consider

communication a systemic phenomenon and an integral function of management,
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deserve attention. M. Vasylyk [11] emphasizes the universality of communication in
the entire management system.

In the Western scientific community, the classical linear model (K. Shannon,
V. Weaver [2]; D. Berlo [1]) was supplemented by interactive methods (K. Osgood,
V. Schramm [7]), which transformed our understanding of communication from one-
way behavior to a two-way dialogue, which is of crucial importance for our study.

Modern research focuses on internal communication (M. Welch, A. Vercic [2;
5]), the strategic role of communication (A. Zerfass, P. Argenti [9]) and cultural
specificity, particularly in Asia (M. Lee, B. Kim [8]; Jang Jeni [4]), which influence
the formation of loyalty and collectivist values.

Despite all the research, the problem of organizational social and communication
support requires deepening and further development.

The purpose of the research. The purpose of this article is to develop and
demonstrate a conceptual model and methodological tools for diagnosing
organizational social and communication support, and to provide differentiated
practical recommendations for increasing its effectiveness, taking into account the
specifics of different industries and institutions.

Presentation of main research materials. Literature analysis shows that the
classical linear communication model (Shannon-Weaver model) [2] and SMCR (Bello
model) [6] can construct the technical layer of data transmission. Meanwhile,
Bandura’s social learning theory [7] explains how symbolic communication influences
employee behavior, as reflected in our culture and values module. Considering the
modern digital transformation [10], our model combines the technical infrastructure
with the behavioral layer.

The empirical basis of this study is a sociological survey conducted by the
authors in 2026. The expert group included managers and senior managers of
commercial enterprises, representatives of small and medium-sized enterprises, as well
as employees of organizations of various forms of ownership and sizes. The

questionnaires were anonymous, 45 valid questionnaires were received.
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The sample structure was characterized by the following: 75.6% were women
and 24.4% were men; the largest number (44.4%) were aged 46 years and older; 84.4%
of respondents had higher or postgraduate education. The employment structure was
mainly professional (44.4%) and managerial (28.9%). The majority of the surveyed
organizations provided services (73.3%) and were state-owned (57.8%).

It is proposed to view an organization's social and communication support (SCS)
as a multi-level system that combines formal and informal mechanisms for information
exchange, action coordination, and support for corporate culture. Based on the research
by Kostyuk [9] (which identified four key subsystems: social, technological,
informational, and managerial) and considering the modern requirements of digital
transformation [8], the authors clarified and systematized the components of the SCS.

Table 1

Components of the social and communication support system of the organization

Subsystem Main elements Characteristics

Institutional Communication strategy, Forms communication rules, roles
management structure and procedures

Information Data, channels, information policy Ensures accessibility, accuracy and

relevance of information

Social Qualifications, psychological Affects cohesion, loyalty,
qualities, interaction style adaptability

Technical Communications, technical Determines the speed, accessibility
infrastructure and quality of information transfer

Source: developed by the author

As shown in Table 1, the proposed framework encompasses four interrelated
levels. The institutional subsystem establishes the regulatory framework for
communication; the information subsystem is responsible for content; the social
subsystem accounts for human factors (emotions, style, skills); and the technological
subsystem provides data transmission channels. This approach avoids reductionism
and balances the «hard» (structure, rules) and «soft» (culture, values) components of
trauma, which is crucial for the development of effective diagnostic methods.

This approach implements a four-level diagnostic framework: first, different

mechanisms (institutions, technologies, cultural values, and behavioral management)
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are assessed, and then the results are integrated into a weighted composite index Iscs,

which allows positioning the organization based on supply chain maturity.

The flowchart in Fig. 1 illustrates the comprehensive diagnostic approach

developed in this study. The diagram demonstrates the sequential movement from

primary data collection to the integral indicator and its interpretation.

Analysis of the survey results shows that the most common types of social

communication are official communication (29.9%) and personal communication

(23.6%). The priority order of the principles for building the Social Communication

System (SCS) is also determined: in the areas of general assessment and production,

systematicity takes first place; while in services, the highest priority is given to ethical

and responsible principles.

DIAGNOSTICS OF THE ORGANIZATION'S SCS
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Source: developed by the author

Fig. 1. Logic of assessing the components of the organization’s social and

communication support system
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Analyzing Table 2, we conclude that the most problematic area was the cultural
and value mechanism: 31.1% of respondents noted the need for significant changes,
and 60% for partial ones. Only in one organization was there no need to change
institutional mechanisms.

A diagnostic study of the state of SCS in 45 organizations [10] across different
industries and ownership structures revealed significant differences in maturity levels
and structural imbalances among the system's components. In particular, the study
found that a significant number of organizations had a strong technological foundation
but weak cultural elements («potential»); others relied excessively on technology and
did not have an appropriate institutional foundation («technologically dependent»); and
still others lagged significantly behind in development along several dimensions
(«critical gap»). Only a few organizations (mostly concentrated in the service sector)

reached a balanced «adaptive» level.

Table 2
Analysis of the need for changes in the components of the social and communication

support system of organizations, depending on the field of activity

Scope of Large extent Some extent Small extent No require
activity
Institutional mechanism
Production 4 8 0 0
Services 6 19 7 1
Cultural and value mechanism

Production 3 7 1 1
Services 11 20 2 0

Source: developed by the author

This diversity makes it impossible to apply a single approach to improving the
effectiveness of SCS. Therefore, practical recommendations should not only be
meaningful but also tailored to individual needs, fully considering the specific type of

SPE development, industry affiliation (manufacturing or service), and ownership
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structure (state or private). Such an approach can exert a targeted managerial influence
and increase the likelithood of achieving the desired changes.

Table 3 summarizes the main characteristics of each SMC, identifies priority
areas for development, and outlines specific management measures to improve the
effectiveness of communication support.

The above data show that the most beneficial but least common type is the
«adaptive» type, which only requires supportive measures. In contrast, the «potential»
and «technology-dependent» types require targeted interventions in the cultural or
institutional spheres, respectively. The type that requires the greatest investment in
resources is the «critical gap» that can only be effectively addressed through a
comprehensive transformation plan. Thus, the proposed typology allows organizations
to select the most relevant strategies for improving information systems and to
accurately allocate limited resources to specific «areas of urgent need» within each

type, thereby avoiding resource dispersion.

Table 3

Recommended measures to improve the efficiency of the VMS depending on

its type
T f ‘o iori
ype of SCS Ryicharactonistics Priority areas Recommended
measures
Adaptive Balanced development Continuous _In-depth analytics,
improvement innovation, knowledge
of all components .
sharing systems
Strong technical base, Development of Internal communications
Hidden potential weak cultural organizational programs, alignment of
component culture values
Dominance of technical Formalization of
Technologically means, weak Institutionalization )
e procedures, systemic
dependent institutional and
feedback
cultural components
Low development of . .Integra}ted program for
Critical gap ANV COMbonents Comprehensive improving the quality of
Y p transformation life, leadership
development

Source: developed by the author based on diagnostic data and a tested VCI maturity model
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In addition to type, key contextual factors influencing recommendations include
the industry and ownership structure. The analysis of secondary data reveals significant
differences in priorities between manufacturing and service companies, as well as
between public and private entities.

For manufacturing companies, priorities include:

strengthening formal communication channels (clear vertical communication,
directives, and regulations);

improving interdepartmental coordination (establishing diagonal and horizontal
connections);

strengthening the integration of digitalization into operational processes (MES,
ERP, IIoT).

For service companies, key priorities include:

developing interpersonal communication (empathy training, active listening);

strengthening organizational culture and trust (co-creation of value, recognition
programs);

implementing customer-centric communication strategies (customer feedback,
communication mapping).

Differences in ownership structure are no less important. For national
institutions, where research indicates the prevalence of formalism and outdated
technological infrastructure, the following measures are recommended:

modernizing technological infrastructure (upgrading computers, networks, and
software);

overcoming formalism in communication processes (moving from “reporting for
the sake of reporting” to real key performance indicators);

«revitalizing» organizational culture (organizing internal events, improving
informal communication, and encouraging employee initiative).

For private enterprises, which usually have a strong technological base but lack

managerial capabilities, the following measures are recommended:
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investing in managerial skills (leadership, communication skills, and conflict
resolution training);

systematization of communication (ensuring compliance with rules and
regulations without excessive bureaucracy);

promotion of successful practices (standardization of solutions that have proven
effective in the department/region).

Thus, the proposed three-dimensional differentiation (type of SCS, business
area, form of ownership) provides a reliable basis for developing targeted, realistic
management solutions that fully account for the unique context of each organization.
This increases the effectiveness of recommendations and reduces the risk of
«standardization error».

Conclusion. This study demonstrates that organizational social and
communication support is a complex system that integrates institutional, technological,
cultural values, and behavioral management aspects. The proposed conceptual model
can systematically diagnose and improve social and communication support systems,
account for relationships among components, and ensure the integrity of managerial
influence.

An empirical study of 45 Ukrainian organizations revealed significant
shortcomings in their social and communication support systems. The cultural values
mechanism was the most noticeable: only 26.7% of employees fully identified with
their organization's values, while 22.2% considered these values a mere formality. In
addition, the level of implementation of systematic feedback mechanisms was low -
only 13.3% of organizations regularly assessed the effectiveness of communication,
and the level of implementation of systematic feedback mechanisms was only 13.3%.
This suggests that formalized communication procedures often lack practical
effectiveness, and technological tools do not complement effective cultural integration.

To address these gaps, we have developed a methodological diagnostic toolkit
comprising questionnaires, technology audits, communication indicators, and an

analytical framework. This toolkit enables regular monitoring of the Service Value
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Chain System (SVCS), tracking its dynamic changes over time and promptly
identifying negative trends. The comprehensive indicator we propose, Iscs, is
particularly important because it quantifies the overall level of SCS development and
compares the situation across organizations or over time.

Based on the diagnostic results, we developed differentiated and practical
recommendations that consider three key dimensions: the type of SCS development
(adaptive, potentially growing, technology-dependent or with critical gaps), the
business sector (production or service), and the form of ownership (public or private).
This three-dimensional differentiation enables targeted management interventions,
allowing organizations to accurately allocate limited resources among the most
complex components of the SCS.

The implementation of these recommendations will help to increase the
effectiveness of social and communication support, increase employee engagement
and satisfaction (primarily by bridging the gap between established values and actual
practice), and strengthen the organization’s adaptability to changes in the external
environment, which is especially important during periods of martial law and economic
turmoil in Ukraine.

Future research directions include developing industry standards to support the
value chain (SCS); adapting the proposed tools for different types of organizations; and
conducting longitudinal studies to assess the dynamics of change following the
implementation of the recommendations. Attention should be paid to the impact of
digital transformation on communication processes and to adapting diagnostic
methodologies to the current state of hybrid and remote work, as these models are

becoming increasingly common in modern organizations.
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