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Task 2 A

As a Mental Health Social Worker, I am required to review the care and treatment plans (CTP) with my clients to discuss their recovery plan and the goals that they wish to achieve. This practice aligns with The Mental Health (Wales) Measure 2010 (Welsh Government, 2010); It is a unique piece of legislation specific to Wales, providing a framework for professionals to meet clients’ needs while promoting, autonomy, recovery, and overall well-being.
Client 1 is a middle-aged woman who experiences severe mental health issues and is due for a review of her CTP. I considered this an appropriate opportunity to carry out an observation, provided she was willing to participate. Prior to the meeting, I contacted Client 1 to explain the purpose of the meeting, what would be expected, the estimated duration, and the involvement of my mentor, who would be observing me. Client 1 kindly gave her consent and agreed to provide feedback following the observation.
Given my client’s background and origins in North Wales, where 64.4% of the population speak Welsh (Welsh Government, 2021), I promoted the Active Offer and applied the More Than Just Words strategy to ensure culturally appropriate and inclusive communication (Welsh Government, 2022). The strategy encourages professionals to proactively ask about preferred language, ensuring Welsh speakers and others are treated with respect, and supported in an inclusive environment where they feel comfortable expressing their needs (Welsh Government, 2022).
Client 1’s cultural identity was also acknowledged, particularly her passion for rugby and her fond memories of celebrating the Eisteddfod festival as a child. Engaging her in conversations about her rich cultural background brought her joy and made her feel valued. Considering her mental health condition, I remained mindful of the observation’s potential impact and reassured her she could stop at any time to minimise discomfort or disruption. However, Client 1 shared that she enjoyed the experience, and her positive feedback reflected the impact of the person-centred approach and collaborative working I applied throughout the meeting.
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Task 2 B

Communication is a key element of social work practice, as it impacts the quality of relationships with service users, as well as our overall practice (Lead Academy, 2023). During a recent meeting, which I was observed discussing the Care and Treatment Plan (CTP)  with client 1, I critically reflected on my communication methods and how they aligned with the ethical and professional values outlined in the Code of Professional Practice for Social Care (Social Care Wales, 2017) alongside with the principles of the ‘Active Offer’ and the application of More Than Just Words (Welsh Government, 2022), which were embedded throughout the meeting. 
To structure my reflection, I will use Donald Schön’s reflective model, which I believe both straightforward and suited to my experience. This model identifies three steps of reflection knowledge in action (highlight what I already know about my client), reflection-in-action (thinking during the event) and reflection-on-action (thinking after the event). This model will also allow me to learn from my experience and improve the quality of the care I provide (Schön, 1983).
Knowledge in action: 
Before meeting with Client 1, I obtained informed consent after clearly explaining how her personal information would be used, who it might be shared with, and how it would be securely stored, in accordance with the Data Protection Act 2018, s.2. Taking this step was vital to uphold legal and ethical standards by ensuring transparency, fostering trust, and respecting her right to privacy and autonomy. These actions align with the Code of Professional Practice for Social Care (Social Care Wales, 2017, Principle 6) and the Social Services and Well-being (Wales) Act 2014 (s.4).
Despite having known Client 1 for over a year, I took time to reread her records. I wanted to deepen my understanding of her background and culture to ensure I could meet her needs more effectively. I learnt that she is originally from North Wales, where Welsh is widely spoken. She enjoys rugby and playing the lottery and is known for her skill in baking Welsh cakes, something she occasionally does for other residents. These personal insights allowed me to engage with Client 1 in a culturally sensitive and person-centred way (Social Care Wales, 2017, Principle 1). Knowing that her preferred time is midday, I suggested we meet then. She was very pleased when she realised, I was aware of her preferences and appreciated that I respected her routine, as she likes to prepare and present herself well before meeting anyone. 
Reflection-in-Action 
During our meeting, I actively promoted the ‘Active Offer’ by asking whether she would prefer to receive services in Welsh. This was done in recognition of any cultural or religious factors that might influence her communication preferences, and in line with the Welsh Language (Wales) Measure 2011, which provides Welsh language official status and ensures individuals have the right to receive services in Welsh (Welsh Government, 2011). I also incorporated the More Than Just Word approach by using simple Welsh phrases, such as “bore da” (good morning), to create a welcoming and familiar atmosphere. This small gesture noticeably improved her communication, fostering a more positive and collaborative working relationship. By engaging with her in a way that respected her identity and preferences, I was able to maintain a partnership throughout the process, ensuring her voice remained central to the support provided. This exchange not only made her feel valued but also strengthened our relationship (Welsh Government, 2022).  
Building on this positive interaction, I remained mindful of the importance of choice and autonomy throughout the meeting (Social Care Wales, 2017, Principle 1). To avoid reinforcing a power imbalance, I asked whether she preferred to be supported by her key workers. She said she would like them to join her later, so she could express her thoughts and wishes freely.
Throughout my conversation, I considered the Client’s memory difficulties, which is why I provided options after each question to help her recall what was available and reduce any potential confusion. I also ensured she felt safe and heard throughout the conversation by encouraging her to let me know if she needed to pause or stop, particularly considering her current health condition. This approach allowed me to effectively advocate for her needs and ensure she felt supported and included in the decision-making process (Social Care Wales, 2017, Principle 1).
I was attentive to non-verbal communication, using open gestures, a calm presence, and a reassuring smile to foster a supportive atmosphere (Thompson, 2011). Recognising how her mental health challenges might affect her ability to engage, I thoughtfully adjusted my tone, body language, and pace to help her feel comfortable, valued, and understood. I also remained alert to any signs of trauma and applied a trauma-informed approach, in line with well-being principles of the Social Services and Well-being Act 2014 (s.4). This helped me create a safe and supportive space by avoiding triggering language, respecting her personal boundaries, and remaining sensitive to any oppression or discrimination that might influence her ability to engage (Social Care Wales, 2017, Principle 1).
Reflecting after the meeting:  
Following the meeting, I reflected on how meaningful small cultural acknowledgements can be in building trust and rapport. By using the client’s language and showing genuine interest in her identity, I was able to demonstrate respect and empathy in a person-centred way. This included simple gestures such as incorporating Welsh phrases, which helped create a welcoming atmosphere and strengthened our trusting relationship. This approach reinforced my commitment to person-centred care and highlighted the importance of active listening, cultural competence, and emotional sensitivity (Social Care Wales, 2017, Principle 2). 
This experience also prompted me to consider several ethical dilemmas that may arise in similar situations (Chatzifotiou and Papouli, 2022). One such dilemma is concerns consent versus capacity, assessing whether a client has the mental capacity to provide informed consent, particularly when experiencing significant mental health challenges. Another ethical issue is the tension between confidentiality and risk, where the duty to protect personal information must be balanced against the need to share it when there is a risk of harm to the individual or others, such as in safeguarding or self-harm concerns. Additionally, maintaining the balance between autonomy and best interest can be complex; as practitioners must respect individuals’ choices, even when they appear unwise, while still ensuring their safety and wellbeing. These dilemmas are central to ethical social care practice and are clearly outlined in the Code of Professional Practice for Social Care (Social Care Wales, 2017, Principles 1 and 6).
Looking ahead, I recognise the importance of further developing my ability to consider alternative formats of communication, such as easy-read documents or audio summaries, to ensure information is accessible and inclusive for all clients. Regularly reviewing any consent given is also essential, particularly when a client’s circumstances or level of understanding may fluctuate, as this reinforces both autonomy and ethical practice. To enhance the quality of my work, I aim to seek ongoing feedback from supervisors and engage with relevant research and case studies to inform and strengthen my professional development. 
Schön’s reflective model supported me in critically examining my actions, decisions, and interactions, while fostering continuous learning through both reflection-in-action and reflection-on-action (Schön, 1983). It provided a framework that helped me analyse my practice and gain deeper insight into my client’s holistic circumstances and background. By applying this analysis during assessment, I was able to inform appropriate interventions that were tailored to her needs and preferences, ensuring they were both proportionate and outcome-focused. This reflective approach helped me to respond more effectively to her needs, work co-productively with professionals involved into her care, and develop a clear, outcome-focused plan to achieve her goals. 
This process was guided by the Code of Professional Practice for Social Care (Social Care Wales, 2017), the Social Services and Well-being (Wales) Act 2014 (s.3-5), and other relevant legislation, policies, and guidance that promote ethical decision-making in complex situations. Professional judgment was essential in navigating the complex challenges of the client’s circumstances, allowing for interventions that were both ethically grounded and responsive to her individual needs. Finally, critical reflection enables practitioners to integrate theory with practice (Knott and Scragg, 2016), transforming experience into professional knowledge. This process supports my ability to uphold core values and ethics of social work such as respect people’s dignity, human rights, social justice, professional integrity, self-determination, and person-centred care while supporting my development and enhancing the quality of care I provide (BASW, 2021).
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Information for the observer

This section of the Observation should not be completed in the presence of the learner. 

No formal written feedback is required from the observer on the learner’s practice. However verbal feedback should be provided to the learner as soon as possible after the observation. If the observer is not the mentor, then feedback should also be provided to the mentor. 

Some or all of the questions below may be used by the observer who can rephrase and add explanations and prompts as required. The observer should record responses from the individual in need of care and support and/or their carers below, or by using an alternative method if required/provided.  
Before asking the questions, the observer must explain to the individual comments will be shared with the learner. It may be useful to explain that it is used as a learning tool for the learner to develop their own practice. 

If the observer is unable to gain feedback, they should briefly say why.

	Was the social worker on time?  Or, if delayed, did he or she contact you?

	Yes, she was

	Did the social worker get your permission in advance for the observer to be present? 
Did they explain why they were being observed?

	Yes, she did

	Were you clear why the social worker met with you today?

	Yes

	How well prepared do you think the social worker was for his or her meeting with you?

	Yes, had a list that she bought with her. 

	  How has the social worker listened to you and respected your views and wishes?

	Definitely

	Did the social worker talk to you in a way that you understood?
Did the social worker consider your language needs?

	Yes, I understood everything that she was asking me. 



	How has the social worker’s involvement met your expectations for this visit?

	Yes, she has

	Are there any other comments or suggestions that you would like to make?
	She is lovely! She is a good worker, and I appreciated having her visiting and supporting me. Thank you!
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