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Demyanenko, Yu.O., 
states in their professional interactions. The article deals with the impact of social workers' emotional states on their 
interactions with customers. 

The authors examine the features of emotional states of social workers from the perspective of self-consciousness and 
via the separation-identification mechanism. This mechanism reveals the essence of opposing and conflicting aspects of self-
consciousness of individuals engaged in professional communication, particularly between the need to meet customers' 
expectations and the need to defend their own professional position. 

It is noted that customers' negative emotional states (frustration, despair, apathy, fear, depression, anxiety, loneliness, 
hopelessness, etc.) may trigger social workers' own negative emotions. Interacting with customers and helping them overcome 
difficult situations, social workers themselves may experience difficulties. 

The authors used the content analysis of the respondents' essays 'What problem situation in my work experience I 
remember best' with 56,023 judgments. 

It was found that negative emotions often caused difficulties in social workers' adaptation to the elderly, disabled, 
children, unemployed and ex-prisoners. Content analysis of the texts showed that the most emotionally-coloured situations 
experienced by social workers associated with the psychological difficulties caused by their interactions with customers. 

Negative emotional states (frustration, tension, emotional weakness, uncertainty, confusion, etc.) caused by difficult 
interactions with customers (the elderly, unemployed, disabled, ex-prisoners) created a number of professional, personal and 
interpersonal problems. Negative emotional states, which were understood by social workers as the signs of their own 
psychological and professional inadequacy, were accompanied by identity disorders and negative elements of self-identity. 

Keywords: social workers, emotional states, professional interaction, difficult situation, reflexive method, emotional 
profile. 
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