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 The paper presents issues on institutionalization of the social services sphere 
in Kazakhstan in the framework of social modernization. In particular, it is 
the issue of increasing professionalism of social workers and supervisory 
support of specialists who works in special social services. Sociological 
surveys were conducted using a questionnaire surveys, interviews of experts, 
social workers. The institutional approach to increasing professionalism and 
competence of social workers, as well as an effectiveness of social work, was 
investigated on the basis of public opinion analyses. Based on the results of 
the empirical and sociological-statistical studies, the most critical factors of 
social service work have been identified and substantiated. Kazakhstan 
model of professional support to the provision of special social services is 
seen in the design of a new institutional model as Cross-Functional Institute 
of Supervision. This study contributes to optimization of the social work 
system and effectiveness of social services in future. 
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Introduction. The goal of the study is to identify the main mechanisms for the establishment 

of supervision as an institutional factor for improving the quality of special social services. To achieve 
a goal, a following research tasks have been identified in the framework of this part of the study:  

 analyzing of possibilities of the establishment of supervision as an institutional mechanism 
of social work in Kazakhstan; 

 highlighting features of social work in different social systems; 
 collecting and analyze sociological information on the provision of special social services 

to people in difficult life situations. 
The Evaluation of Scientific Study of the Problem and the Gaps in the Research Literature. At 

the present time in the scientific literature a significant amount is represented by developments around 
the evolution of social systems, the transformation of theoretical and practical approaches to the 
management of social development, the formation of social work as a sphere of professional activity, 
as well as its formalization into an independent educational category. The studies presented in the 
review of foreign literature show that International Western practice is characterized by a steady 
improvement and a constant study for social technologies in the sphere of social services. The 
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scientific results of Kazakhstan scientists mainly concern the reform of social policy, state regulation 
of social services, raising the level of financial social assistance, training social workers, as well as the 
modernization of the social sphere in the country as a whole [1-5].  

However, specifics of the institutionalization of the special social services system, as well as 
the increase of professionalism of social workers, have not yet been studied as a whole in Kazakhstan 
research. There are separate works on issues of supervision in medicine and health care. This fact 
determines a significance and novelty of subjects of research and realizes the object of research to 
improve the social sphere. It is expected the studies of the problem of professional support to social 
workers and a study of innovative mechanisms to ensure a quality of the provision of social services 
will closed the gaps in the research literature. 

Currently, supervision in developed social systems is a common way of correction and 
professional development of specialists in the field of social work. In the international practice, 
supervision is also seen as an innovative form of organizing social work and coordinating the 
psychological, pedagogical, professional development of social workers [9-12]. In the Post-Soviet 
space, supervision is a new little-researched phenomenon and the main practice of its application has 
long been associated with the organization and implementation of activities of foreign companies that 
widely practice the policy of supporting their specialists through the help of mentors [13-15].  

At present, in the economically developed countries of the world, supervision has an 
institutional status and is a significant resource providing personal support, increasing the professional 
qualification of employees and supporting them throughout their professional activities. In connection 
with these processes, the role and importance of the social worker of his rights and responsibilities has 
grown in the framework of the evaluation and definition of the need for special social services, a 
qualitative assessment and the definition of the need for special social services to the person (family) 
in a difficult life situation [16-18]. 

In this regard, the question of institutional approach to improving the professionalism and 
competence of social workers, as well as the effectiveness of social work, has been studied on the basis 
of the public opinion study. There are many factors that significantly affect to positive dynamics of 
social services work and to increase the competences of the professional group in the social structure of 
society. Development of advisory support to social workers, increasing of the role and status of social 
workers in public policy, improvement of a special social services quality is one of them. In the paper it 
was proposed methodological tools of sociological studies, such as surveys and interviews experts and 
specialists, social workers, social service agencies, categories of persons in a difficult situation, as well as 
statistical comparative analysis of the results of sociological research. Based on this tool, monitoring 
sociological surveys, as well as analysis and processing of research results were conducted. 

Results and discussion. In the work, the list of status indicators was developed to identify a 
professional group of social workers and a group of people receiving special social services. These 
include: qualification, level of education, status and prestige of the profession, evaluation of the 
importance of social and labor values, the conditions for the success of working life, motives for 
choosing a profession, the relevance of the profession to education; level of satisfaction with work, 
working conditions, quality of service delivery; the degree of psych emotional state, risk factors, the 
level of professional qualities of specialists in the social sphere.  

On these parameters, a sociological survey was conducted for the social and labor assessment 
of the professional activity of social workers and the quality of special social services. Sociological 
research was conducted in 2 stages: in 2015 and 2017. For these studies, special groups from people 
receiving special social services, as well as the categories of social workers dealing with problems of 
people who had fallen into a difficult life situation were selected.  

At the first stage, surveys of social workers from 8 regional social service centers (from 16 
regions of the republic) were conducted. There were respondents from such organizations as: Day 
Care Center, Department of Rehabilitation of Children and Adolescents, Home Health Care Center, 
Department of urgent service, Department of Social Services at Home. The first stage is devoted to 
conducting a sociological and statistical analysis of the professional qualities of social workers. Here, 
assessment of the level of professionalism and competence of specialists in social work in Kazakhstan 
is given, as well as factors influencing on them.  

Using a comparative analysis in 2015 the sociological survey was carried out in social service 
institutions of the cities Almaty and Astana, in 2017 - in regional and city services (53 people). At the 
second stage of the sociological and statistical analysis, the sample size was increased to 55 social 
workers. At the second stage of the study, a survey and assessment of the risk factors affecting the 
productivity of social workers and quality of providing by them social services were conducted. In a 
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selective set, there were already 150 social workers (from city and regions), which accounted for 
73.5% of the total number of established posts for social workers. 

In the study of the impact of working conditions on the psych emotional state and productivity of 
the work of specialists, the following facts were established. Social workers of social service centers and 
provision of special social services experience during the day, to a greater extent, the impact of negative 
"psychological" factors than "physical" factors, which is due to the specifics and nature of work. More 
than 50% of the working time social workers at home are under the influence of "psychological" factors, 
rather than physical or material (Fig. 1). Comparative analysis for 2 years shows that the most significant 
among are the psychological instability of clients in the emotional sense, their depressiveness is 15.7% 
and 16.5%, difficulties in communication and communication due to the lack or lack of pedagogical-
psychological experience or insufficiency work experience - 9,1% and 10,2%. 

 

Fig.1. Diagram of comparative analysis of the impact of psychological Factors on the working 
conditions of social workers. 

Source: made by the author according to sociological survey results. 

One of the most important characteristics that affect to the productivity of social worker is a 
positive attitude toward his life, an optimistic mood. According to results of the analysis, it is obvious that 
this factor takes place, but the positivity of social workers is low. This is due in large part to the specificity 
of the category of people receiving social services and their negative impact on professionals.  

Information on the types of activity and risk factors obtained as a result of the sociological and 
statistical analysis was confirmed and supplemented by the results of the questionnaire. The majority of social 
workers (41.2%) have a feeling of extreme fatigue by the end of the working day. Practically zero indicator by 
the criterion "I do not feel fatigue at the end of the working day" (0.2%). The overwhelming majority of social 
workers (70.7%) believe that their working conditions adversely affect their health; 22.1% of respondents 
state that working conditions do not affect health; 9% - have a beneficial effect on health. In the answer to this 
question social workers of different departments were unanimous. 23.7% of respondents often experience a 
feeling of excessive physical stress, 20.5% - often in a state of psych emotional stress; 14.2% are in a state of 
great depression. Moreover, last two indicators have increased compared to 2015 (Fig.2).  

  

Fig.2 Comparative analysis of working conditions for the health of social workers. 
Source: made by Author according to sociological survey results. 
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To determine the general set of parameters obtained with respect to labor values, a histogram 
and a distribution polygon were constructed. For this, the normal distribution and the Poisson 
distribution were used. From the obtained graphic data, it can be concluded that discrepancies between 
empirical and theoretical frequencies are random. 

The respondents consider a lack of tools (instruments) for raising the level of education, acquisition 
of necessary experience, consulting support and training opportunities to mentors (supervisors) as the main 
risk factor for professional social work. At the second stage, analysis and assessment of risk factors 
affecting the productivity of social workers were carried out. One of the main factors of respondents is the 
feeling of excessive fatigue and psycho-emotional stress. The feeling of dissatisfaction with the help given 
to clients comes from a lack of experience and knowledge in related fields. Experiments speak about the 
need for urgent intervention and the creation of tools for the rehabilitation and correction of the physical 
and psycho-emotional status of social care professionals. 

Conclusions. Thus, as a result of conducted sociological research and statistical processing of 
empirical information (based on quantitative methods of data analysis), the following main conclusions 
were obtained. The nature and working conditions during the performance by the social workers of their 
basic functions can be assessed as unfavorable in terms of the possibilities of maintaining and promoting 
health (physical and psych emotional). It is necessary to carry out preventive measures to prevent risk 
factors and introduce corrective tools to increase the productivity of social workers. And, of course, it is 
necessary to introduce a new Social Institute as a Cross-Functional Institute for Supervision of Social 
Work. Within the framework of such an institutional approach, it is possible to develop programs for 
continuing professional development, where various trainings for the development of communication 
skills, service skills, and self-correction skills would be provided. 

In this sociological study, the institutional approach to improving the professionalism and 
competence of social workers, as well as the effectiveness of social work, was explored on the basis of 
public opinion research. Based on the results of the empirical and sociological-statistical studies, the 
most critical factors were identified and justified. These factors influence both the development of 
professional qualities and the productivity of social workers in the service sector. The results of the 
analysis confirmed our assumptions about the influence of risk factors. The main factors are the 
development of advisory support for social workers by more experienced specialists, the enhancement 
of the role and prestige of the profession of social work, the improvement of the quality of the 
provision of special social services through social work institutions, etc. All these measures and 
mechanisms must significantly affect the positive dynamics of the work of social services and social 
workers, as well as to increase the competence of the professional group in the social structure of 
society. Therefore, in our opinion the design an institute supervision is an effective tool increasing for 
the social service quality and for developing a professional skill of the social workers and specialists. 
In the long term, the research will focus on the issues of solving the problems of competency-based 
training of personnel for this sphere, enhancing the prestige of social workers, and the formation of the 
cross-functional institute of supervision as an innovative institute for the social sphere. 
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