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FORMATION OF ONLINE CONSULTING SKILLS
AS A COMPETITIVE ADVANTAGE IN MODERN UKRAINE

®OPMYBAHHA HABUYOK OHNAWH KOHCYNbTYBAHHA
AK KOHKYPEHTHA NEPEBATIA B CYYACHIU YKPAIHI

The article focuses on the development of skills in online consulting as a competitive
advantage in modern Ukraine, especially in conditions of war, digital transformation, and
increased demand for accessible psychological support. A review of modern studies reveals that
online consulting is highly effective, but only when professionals receive adequate training. The
article highlights anthropomorphism, the effect of unwarranted confidence, and the impostor
syndrome, which amplify anxiety, clashes of expectations, and distorted perceptions of expertise.
The focus is on how users, adapted to «filter bubbles» and surface level information selection,
seek confirmation of their beliefs rather than critique, demanding unique skills from counselors
to understand and influence. To gain a competitive edge, online psychologists must manage these
effects using digital literacy, ethical standards, inclusivity, and open feedback systems.
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Cmamms npucesauena ananisy Qopmyeans HaGU4OK OHIAUH KOHCYIbIY8AHMH AK KOHKYDEHM-
HOI nepesazu 6 cyuacuiil Yxpaini, 30Kpema 8 yMo8ax 60€HH020 CMary, yu@poeoi mpancgopmayii
ma 3pocmaroyoi nompeodu y 00CmynHiti NCUXOA0TUHIL niompumyi. Aemopu 6xazyoms, wo wupo-
Ke 8npo8aoddNCcenHs YUPPOBUX MEXHONO02I Y cghepy NOCaye CMEOPIOE HOBULL NPOdeCciiinuil UMD,
Oe gipmyanvhe CRINKYS8AHHS 8Jice He € NPOCMO «OYHUM, ale uepe3 eKpany, a nepeobavac e1achy
MEXHIYHY, NCUXONOIUHY A KOMYHIKAMUGHY cneyuiky. ¥ MOHIMopuHey cyuachux 0ociodicens
BUABNIEHO, WO OHAALN KOHCYILIMYBAHNA MAE BUCOKY eheKmusHicme, ane 3a yMogu a0eK8amHoi
nideomosku axieyie. Boonouac y 6acamvox Ha8UAILHUX NPOSPAMAX HABUYKU POOOMU 6 PediCU-
Mi 8i0eo ma 4am KOHCYIbmayill, YAPasninHa 8ipmyanbHumM 0id1020M, OYiHKA He8epOAIbHUX Cle-
HANi6 Ma MexHiuHi PU3UKU 3ATUIUAIOMbCA HEOOCAMHLO PO3POOIEHUMU, WO NOPOONHCYE NPOOI
Midic meopicio ma npakmuKo0 ma 3HUNACYE AKICmb nocaye. Y cmammi 0emanvHo po32na0acmscsl
mexuiuHa chneyuixa Kibepnpocmopy (8ipmyaivHicmy, IHMEPAKMUSHICMb, eleKMPOHHUL Cue-
HA, CUHXPOHHICMb, GHOHIMHICMb, COYIani3ayisn), KA 3YMOBNIOE 3MIHY OA308UX NCUXONOSTUHUX
npoyecie, 8KIYAIOYU YBA2Y, MOMUBAYio, eMoyilHi peakyii ma noeedinky. Ocobnugo niokpec-
JIOEMbCA, WO KAEHMU, A0ANmMOo8aHi 00 «ny3ups (hinempisy ma nogepxnesozo eiobopy ingopma-
yii, wyxkarome niomeepoliCeHHs 61ACHUX OYMOK, A He KPUMUKY, WO 8UMA2AE 80 KOHCYIbMAHMA
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cneyughiynux HagUUOK po3YMIHHA ma 6naugy. Bxuiouaromucs maxodc anmponomopghizm (nepene-
CenHs OOCLKUX PUC HA MEXHIKY), epekm Hegunpasdanoi enesHeHoCmi ma CUHOPOM CaMO38aH-
Y1, AKI NIOCUTIIOIOMb MPUBOICHICTb, 3IMKHEHHS O4IKYBAHb MA HeA0eK8AmMHe CRPULIHAMMS PIGHS
excnepmu3zu. [l ompumants KOHKYPEHmMHOI nepegasu OHIAUH NCUXON02 NOGUHEH HAGYUMUCS
Kepysamu yumu egpekmamu, GUKOPUCIOBYIOUU YUGPo8y epaMOmHiCmy, emudHi cmanoapmu, iu-
KIIO3UGHICb, a MAKOJIC BIOKPUMICHb 360POMHbOMY 36 A3KY. AGMOp NPONOHYE 6NPOBAIHCEHHS
cneyianizo8anux HAGUANbHUX MOOYII6, KYPCi8 ma npogecitinux cmanoapmie Ol QOPMYEaHHs
HABUYOK OHIAUH KOHCYIbIMYBAHHS, W0 GKAIOUAIOMb KOMYHIKAMUGHT HABUYKU, MOOUGIKayio me-
mooi8 OYiHIBAHHS, KIIHIUHe MUCIEHHs, emudHull ouzain ma 6opomvoy 3i cmuemoro. Bucho-
60K: OHIAUH popmam modice 6ymu cmpameiuiolo nepegazolo y cyuacHiu Ykpaiui, are eumazac
cucmemuoi nideomoexu haxisyis, o 3abesneyums UCOKY AKICMb, 6e3neKy ma 00CMynHicms
nociye 08 WUPOKUX wapie HAceleHHs.

Kniouoei cnoea: omnaiin KOHCYIbMYBAHHA, KOHKYPEHMOCHPOMOICHICIY, KOHKYDEHMHA
nepeeaza, meiencuxonoeis, Kibepncuxonozis.

Problem statement. The widespread introduction of digital technologies into all spheres
of public life necessitates the formation of specific skills for professional activity online.
The stereotype that working on the Internet is the same as offline, but instead of a phone,
there are now messengers and applications remains quite widespread. However, a number of
scientific studies show that this is not at all the case. The cyberworld has its own rules and
patterns, and the technical specifics of the Internet leave a significant imprint on classical
spheres of activity and services, in particular consulting.

At the same time, the service market in Ukraine is rapidly transforming: clients are
increasingly choosing remote forms of support due to their comfort, anonymity, flexibility
in time and reduced costs for transportation and organization of meetings. Therefore, the
ability to work effectively in an online format becomes not only a professional competence,
but a real competitive advantage for a specialist.

The modern Ukrainian socio-psychological context is characterized by a constant need
for high-quality, accessible and fast psychological support, especially in conditions of
martial law, displacement, information overload and anxiety-post-stress stress. One of the
most effective tools for providing such assistance is the online counseling format, which
allows for a clear reduction in geographical, time and psychological barriers to access to a
psychologist, while maintaining professional standards of work [6; 7; 8].

Today, most Ukrainian psychologists have received basic training in traditional forms
of face-to-face counseling, and the systematic development of skills in working in video
and chat counseling, managing virtual dialogue, and dealing with specific risks of the
online format (technical failures, loss of nonverbal context, ethical challenges) remains
underdeveloped in professional training programs [4; 9; 13]. This creates a gap between real
practice and theoretical training, which limits the quality and safety of online psychological
assistance. In this regard, the study of the process of developing online counseling skills has
not only psychological and methodological, but also significant socio-economic significance.
It will contribute to improving the quality of psychological support in the digital sphere,
expanding access to services, in particular in regions without a sufficient level of offline
resources, developing the digital competence of psychologists as a key factor of professional
competitiveness in the context of the digital transformation of education and healthcare,
creating appropriate training modules, courses and professional standards for improving the
skills of online psychologists.

Thus, the relevance of the topic lies in the fact that the formation of online counseling
skills is a strategically important stage in the adaptation of the Ukrainian psychological
profession to modern realities, and its systematic study will contribute not only to the
professional growth of individual specialists, but also to increasing psychological resilience
and accessibility of help for broad segments of the population of Ukraine.

Analysis of recent research and publications. Online counseling is considered an
innovative technology in the work of a psychologist. Researchers from the USA (Smith, J.A.,
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Brown, L.R., & Williams, C.K., [11]), Europe (Sampaio M., Navarro Haro M.V., De Sousa B.,
Vieira Melo W. and Hoffman H. G.; Sora B., Nieto R., Montesano A. and Armayones M.
[10; 12]), Asia (Chen, M., Lee, R., & Tanaka, Y. [3]), Australia (Davies, L., Lawford, B.,
Bennell, K.L., Russell, T., & Hinman, R.S. [5]) and Arab countries (Al-Mahrouqi T.,
Al-Sharbati Z.M., Al-Alawi K., AlHarthi A., Al Siyabi A., Al-Alawi M., Al Humimia S,
Al Salmi M., Al-Hashemi T., Al Nuumani R, Al Balushi F. and Al Sinawi H. [2]) are actively
studying the features of providing psychological and consulting services using telephone
and Internet technologies, for this purpose special terms have even been introduced —
telepsychology, psychology of information and communication technologies.

Scientists emphasize the economic feasibility and some other advantages of using
modern technologies to provide psychological consultations [2; 10; 11]. They specify the
profile of clients loyal to this form of work [12]. They even determine the requirements for
the educational training of specialists for working in a distance format [5]. However, the
specifics of the process of such counseling, its psychological peculiarity, still remain outside
the scope of scientific research

Formulation of the purpose of the article. The purpose of the article is to theoretically
substantiate the specificity of online counseling skills as a competitive advantage, and to
take into account the technological and psychological specifics cyberspace characters in the
process of their formation.

Presentation of the main material. Human activity in cyberspace is significantly
different from its activity in the offline world. Most modern specialists are not aware of
this difference, perceiving online work by analogy with traditional models. However, for
the psyche, the difference is obvious and significant. This observation is especially true for
the generation born in the 20th century, before the widespread use of cyber technologies.
Generation Z or “digital natives” (as they were called in the scientific literature for some
time) are much better adapted to the use of Internet technologies and, as a rule, already live
in parallel in 2 worlds — online and offline. But, given that our brain has undergone thousands
of years of evolution in the process of adapting to modern conditions, it is clear that a
gap of even 30 years is insufficient for full adaptation. As a result, numerous difficulties,
pathologies and even mental illnesses arise as a result of insufficient adaptation, for example,
information overload, "impostor syndrome", Internet addiction, etc.

To form online work skills, in particular counseling, it is necessary to clearly understand
the difference between the online and offline worlds. This difference is due to the technical
specifics of the Internet environment [1]:

— virtuality — the conventionality of the communication situation;

— interactivity and nonlinearity of communication, the dispersion of the structure, which
involves a connection using hyperlinks, this sometimes leads to the fact that the beginning
and end of the text are presented in different browser windows, that is, in a different context.
Electronic links, unlike printed ones, not only point to related texts, but also encourage them
to go to them, distracting attention from the primary source;

— electronic signal as a communication channel determines the possibility of constant
access from any point in the world, distance and indirectness, within which a person is no
longer dealing with the original source of information, but with a somewhat edited version;

— efficiency as a property of quickly communicating new information;

— synchronicity as a technical possibility of simultaneous speech by all communicants;

— unlimited circulation and low cost;

— personal anonymity (the communicant expresses himself through his speech image
(nickname, motto, etc.), often this image is completely fictional and does not coincide with a
real personality) and openness (when registering on the site, personal information about the
user becomes open either to everyone or to registered users), which is due to the technical
possibility of creating a virtual profile, which on the one hand personifies the speaker, on the
other hand — leaves him the opportunity to be anonymous as much as he wants;
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— the possibility of electronic search;

— socialization as the use of technologies that allow forming a community of interests.

This technical peculiarity creates a number of specific stimuli and conditions that are
unusual for our nervous system, so the psyche is forced to adapt, changing some even basic
reactions. Thus, the psychological specificity of the Internet arises (Table 1) [1].

European researchers have reached similar, even more stark, conclusions, highlighting
that in recent years the relationship between technology and mental health has become a
serious source of concern, especially given that digital platforms increasingly influence
public perceptions and personal experiences. While technology has provided unprecedented
access to mental health resources, it has also exacerbated the stigma of mental health in
subtle but pervasive ways. This often happens by promoting toxic optimism, spreading
misinformation, and harmful stereotypes. Furthermore, the anonymity of online interactions
can lead to cyberbullying and the trivialization of serious mental disorders [10].

Therefore, the provision of professional online counseling services involves knowledge
and understanding of these effects, as well as the advantages and disadvantages of counseling
that they entail.

A similar position is held by Australian scientists, who emphasize that the provision of
online care requires the adaptation of their usual clinical habits of “face-to-face” assessment
and treatment, various communication skills, especially with reduced or absent (in the
case of telephone care) visual cues to build trust and mutual understanding, as well as to
ensure that patients understand any prescribed exercises or treatments [5]. The problem
of understanding that in the online world occurs by different mechanisms than offline is
rightly emphasized. If offline text comprehension is largely based on the level of cognitive
and speech development, then online comprehension is governed by the laws of browsing
and the “filter bubble”, in other words, in the real world one needs to think about the text,
while online texts are selected according to superficial criteria of correspondence, the user
searches (and usually finds) and selects those texts that meet his expectations, which, as
he thinks, are already understood and which do not need to be thought about (the author
came to such conclusions by comparing the factor loading of the indicated indicators [1].
The emotional consistency of the author’s and reader’s positions on the Internet also has a
much greater impact on comprehension, people on the Internet are looking for confirmation
of their emotions, not criticism or discussion. Understanding these features is of critical

Table 1
Psychological specificity of the Internet

Technical specificity

Psychological specificity

Virtuality/conditionality limiting sensory
experience to visual and auditory only

Limiting sensory experience to only visual and
auditory

Interactivity and nonlinearity of communication,
dispersion of structure, synchronicity

A sense of space and time different from the
real world, a state of "continuous scattered
attention", "constant workload"

Electronic signal, which determines the
possibility of constant access, distance and
indirectness, unlimited circulation and low cost

The appearance of negative emotions with
limited access to cyberspace

Storage of transcripts and ease of updating the
content of the text, which determine efficiency

Constant fixation of the results of cyber-activity

Personal anonymity and openness

Multiplicity of personality, virtual identity,
disinhibition of the "online self"

Conditional socialization

Leveling of statuses, contact availability

Multiplicity of personality, virtual identity,
disinhibition of the "online self"

Changing priorities and behavior, "browsing",
"web surfing", "filter bubble"

Source: formed by Akimova N.
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importance in online counseling and determines not only the degree of intelligibility of
the consultation itself, but also allows predicting the likelihood of repeat applications and
quality assessment by service recipients.

In addition In addition, certain effects are observed in the online space that are not very
characteristic of a person in the real world. In particular, scientists from Asia emphasize
the effect of anthropomorphism, which is interpreted as a sincere belief that an object on
the Internet has human characteristics [3]. In this way, bots, artificial intelligence models
and even search engines are animated, users tend to feel that technical structures work in
their interests or vice versa, projecting their own emotions onto technical structures. In turn,
anthropomorphism leads to unjustified excitation of the limbic system, increased fears and
anxiety, and part of the brain structures (mirror neurons), which are programmed to read
emotional reactions in the absence of appropriate stimuli, changes its work. Therefore,
an online consultant should remember that cyber communication will be accompanied by
"thinking" of emotions, intentions and other human characteristics, provided that the client
in communication there will not be enough real ones from the consultant.

We also observe in online counseling the effect of unjustified confidence of Internet
users [1], which consists in the tendency to overestimate themselves on the Internet. This
phenomenon is inherent in both providers and recipients of services, so overcoming this
effect requires the creation of additional feedback systems and realistic assessment. On
the other hand, in response to this phenomenon, the imposter syndrome spreads across the
Network, which is probably an attempt by the psyche to overcome such a situation.

This is far from an exhaustive list of specifics and effects that arise in the cyber
environment and affect the counseling process. But this list convincingly indicates the
need for special training for online counselors. The lack of appropriate training, according
to Australian colleagues, explains the stereotype of lower quality of online counseling
compared to offline and is an obstacle to the spread of online services. Online counseling
training should be aimed at the formation of specific communication skills, modification
of methods personality assessment for the digital environment, clinical thinking skills for
assessing clients remotely [5], and digital literacy, ethical design, and inclusive policies to
combat stigma and support mental well-being in the digital age [10].

With appropriate training, online counseling has significant advantages over the
traditional format, with experts reporting high effectiveness of such counseling (7.45 on
a scale from 0 to 10) [10]. According to European researchers, the main advantages of
distance counseling were: lower financial costs, the ability to conduct it at home and access
to specialized treatment not available in my geographical location. These were mentioned by
more than 50% of participants out of 514 subjects [12].

The use of online counseling has significant advantages over the traditional format,
with experts reporting high effectiveness of such counseling (7.45 on a scale of 0 to 10)
[10]. According to European researchers, the main advantages of distance counseling were:
lower financial costs, the ability to conduct it at home, and access to specialized treatment
not available in my geographical location. These were mentioned by more than 50% of
participants out of 514 subjects [12].

However, there are currently almost no specific courses on online counseling. A survey
conducted by Australians showed that 53% of graduates did not receive any practical training
during their program. The remaining available programs vary greatly in scope and content [5].
Most of all, clients lack emotional connection with the consultant, understanding non-verbal
signals, and sometimes technical difficulties interfere. But interestingly, clients do not complain
about the problem of confidentiality [12], although in contact counseling this problem arises
from time to time, and on the Internet it should be predicted to be even more acute. Perhaps the
phenomenon of personal anonymity allows us to sufficiently close this issue.

Conclusions. Digital transformations in the world and modern Ukraine have led to the
spread of remote work formats, in particular online counseling. This activity is gaining
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increasing popularity, as it has anumber of technical, economic and psychological advantages.
However, the development of online counseling skills can become a concrete advantage
only if special training programs for working in cyberspace are developed. Such programs
should take into account the technical specifics of the Internet, understand the psychological
patterns and effects caused by it, and also include information on the formation of specific
thinking, communication skills, more sensitive diagnostics of the problem and the client's
condition, ethical issues, digital literacy, stigmatization propaedeutics and inclusion.
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