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Citizen 1 was born in Wales and proud of her Welsh cultural identity, she speaks Welsh as a first language.  For many years she has been know to Adult Social Care due to physical disability which impacts on mobility and personal care needs.   Support is currently provided through in house domiciliary care within an older persons' extra care facility alongside a Direct Payment (DP) that funds agency support. 
Her DP hours have recently been assessed and reduced as she has developed her skills, confidence and independence enabling her to progress from a place of isolation and fear to a position of safety, confidence and community inclusion.  Compounded by her experience of Domestic Violence and her choice to end her relationship with the perpetrator.  Due to the positive relationship she has built and the groups/activities she now engages in her words she “feels alive".
The purpose of today's review is to work collaboratively with Citizen 1 to consider whether support can be progressively reshaped to promote greater independence and personal control, rather than inadvertently sustaining reliance on formal agency support. The review will ensure that her voice, wishes and wellbeing remain central to all decision making. Social Care Wales (2026) requires practitioners to support individuals in ways that maximise choice, control and participation in decisions affecting their lives.  Citizen 1 was offered advocacy to support her involvement in decision making though chose to advocate for herself.  
Consent for the review was obtained by telephone and confirmed by text message. The purpose of the observation was explained, and consent was gained. Citizen 1 understands that the review can be rearranged if required. This approach acknowledges the impact that physical pain may have on her participation and demonstrates empathy, validation and unconditional positive regard. Consent for the observation was reconfirmed by telephone on the day of the meeting, to ensure she was fit and well and happy to proceed. 
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Applying Carl Rogers (1951) person centred approach, I have identified links with my  direct practice.  Throughout panning and delivery I have demonstrated empathy, congruence and unconditional positive regard demonstrating accountability and compliance with ethical principles documented in Social Care Wales  (2026).

I confirmed permission to be observed as I introduced the observer at the meeting.  I actively listened to citizen 1’s and this has provided a broader appreciation of her wishes to maintain positive mental and physical health, social contact and community participation.  On reflection this ensured that no assumptions have been made regarding the support needed, all options have been explored.  Open-ended questions aided discussions and decision makings without judgement.  I was conscious of my pace of delivery as she had not taken her Oromorph.  Though this was a conscious choice it meant that it took her longer to think due to the pain she was in.   Throughout the meeting I regularly checked in to make sure she was engaged and wanted to continue.

Aware that pain and medication affect concentration, understanding or information retention, I remained mindful of the principles of the Mental Capacity Act (2005). Although there was no evidence that Citizen 1 lacked capacity to engage in the review, I continuously monitored her presentation, comprehension and ability to participate recognising that capacity is both decision and time specific. Regularly checking in and offering breaks demonstrated unconditional positive regard, the trust that we have built does give me the confidence needed to respectfully challenge when her body language and verbal communication are not congruent.


The More Than Just Words strategy (Welsh Government, 2012) provides the framework for delivering Welsh language services across health and social care in Wales Central is the principle of the “active offer “.  This principle is vitally important to ensuring safe person-centred collaborative care.  Use of the “active offer” placed ownership on me to offer services in Citizen 1’s first language which in her case is Welsh, at first point of contact. On reflection I could have done this earlier in my involvement. This is now identified as a learning need to be achieved through Welsh Language courses and training to improve my skill set. It does not mean that I need to be fluent in Welsh but able to communicate in her own language conveying understanding, empathy, which will help her to feel valued and heard. Furthermore, it will ensure legal accountability and compliance developing my professional autonomy.


My reflection also highlighted the importance of the Welsh Language (Wales) Measure 2011 (Welsh Language (Wales) Measure 2011).  Welsh should not be treated less favourably than English when accessing public services.  Whilst Citizen 1 communicates confidently in English I recognise that language preference extends beyond communication and relates to identity belonging and emotional expression.

In this situation, Citizen 1 led a discussion around her cultural needs by sharing that she is proud of her Welsh heritage and language.  This led me to offer to translate documents into Welsh, though on reflection this can be argued as tokenistic, not seamless integration and collaboration which respects her rights voice and control.  As she confidently spoke English, I did not question this at the time and do not feel that I fully considered the impact on the quality of today’s meeting, or barriers to her engagement from a cultural perspective beforehand.  Moving forward this is something that I will be mindful of.

I have reflected in supervision on the power imbalance that I created and used this as a learning experience, considering what went well and what I could have done better. Within my team we have a limited number of Welsh speaking practitioners which needs further consideration from management Social Care Wales (2026). 

Thinking about the observation I have identified links between my direct practice and the outcomes identified within Section 2 of the SSWBA (2014).  Including emotional wellbeing, participation in community life, dignity, control over day-to-day life and contribution to society.  Citizen 1’s narrative demonstrates that access to agency support has enabled her to progress from isolation following domestic abuse to meaningful community participation and improved emotional wellbeing.  Decision making during the review reflect the principle of co-production recognising Citizen 1 as an expert in her own lived experience.  Through discussion we explored the impact of reduced DP hours and identified how community resources and personal strengths could continue to support positive outcomes that were meaningful to her. 

I did not fully consider my own level of confidence as part of my preparation.  Her wishes differed from professional views and recommendations due the skills she has developed and the resilience she has shown and the confidence she has gained.  I understand that for her this comes from a place of fear due to past experiences which are very real and will continue to form her judgements.  My learning will focus on developing my professional judgements so that I can appropriately balance her autonomy and choices with my responsibility to identify eligible needs, managing budget constraints. This will be achieved through actively engaging in formal supervision and taking opportunities to engage in reflective peer support sessions. Through these I will become a more autonomous practitioner through shared experience and knowledge.

The observation reinforced that Effective communication is a fundamental pillar of safe and high-quality social work worldwide (Rogers 1951).  The way I communicate can either reduce or create barriers to participation.  Critically reflecting on scaffolding theory, I recognise that commissioned support can enhance independence. (Teater 2014).   However, there is a risk that support can reinforce dependence if not regularly reviewed. Under the SSWBA (2014) reviews should take place annually.  However, in practice these legal parameters can be difficult to meet when “reviews under the SSWBA are frequently delayed shifting everyday practice into a constant cycle of risk managed triage”. (Llewellyn etal,2022).   


Overall, this observation reinforced the importance of relationship-based person-centred practice within social work in Wales.  Whilst I demonstrated empathy, active listening and respect for Citizen 1’s voice and control, the review also highlighted areas for development. Implementation of the “Active Offer” and managing competing perspectives. Through opportunity to work in varying practice scenarios will strengthen my ability to balance autonomy, wellbeing, risk and statutory responsibilities underpinned by law and policy guidance.
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Feedback and comments from individual in need of care and support and/or their carers 

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, Clare was on time.

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

	
Yes, Clare spoke to me about the observation, and I was happy to have the observation take place. Clare also text, me to confirm as that is my preferred method of communicating. We have a discussion on the phone, and she will back it up with a text.

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

	
Yes, I was aware why Clare was coming to see me today; she had made it very clear what we would be discussing.  It was to discuss the reduction in my Direct Payment hours and the changes to my care at home.


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

	
Good Excellent. Clare has taken the time to get to know me as a person and she knows me very well.

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

	
100% Clare always listens and is always respectful she makes it easy to confide in. She gives me time when we talk to get my thoughts out.

Clare uses good body language, and you can see she is taking in everything you say. She actively listens to me. She is the best social worker I have had ever, I think.


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

	
Yes. Clare speaks clearly and if I do not understand what she is saying she will re-word things so that I do understand.

Clare gives me time to form my answers.

I am first language Welsh and Clare is respectful of this although Clare does not speak Welsh herself, she will send me copies of documents in both English and Welsh. I really appreciate this




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

	
Clare has more than met my expectations. I trust Clare and now she will always do what is right.

	Are there any other comments or suggestions that you would like to make?
	
I would just like to say that Clare is easy to talk to she makes it possible to talk to her openly. She has taken the time to get to know me. She gives me confidence and trust. I have been able confide more with Clare than I have Done with anyone else.
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