North Carolina Social Work Certification and Licensure Board

POSITION STATEMENT ON TECHNOLOGY FACILITATED SERVICES

Purpose

Pursuant to N.C. Gen. Stat. § 90B-2, it is the purpose of the North Carolina Social Work
Certification and Licensure Board (hereafter Board) to protect the public by setting standards for
qualification, training, and experience for those who seek to represent themselves to the public as
certified social workers or licensed clinical social workers and by promoting high standards of
professional performance for those engaged in the practice of social work.

While the Board strongly encourages in-person interactions, we recognize that technology is
increasingly used to provide social work services. This may include telehealth platforms, electronic
communication tools, electronic records systems, and emerging technologies such as artificial
intelligence. This position statement clarifies how existing statutory and regulatory obligations
apply when technology is used to facilitate social work services. The use of technology may
improve access to services and administrative efficiency; however, the use of technology does not
alter the professional, ethical, and legal responsibilities of the social worker.

Statutory and Regulatory Responsibilities

As the definition of general social work practice and clinical social work practice in North Carolina
includes the phrase “by whatever means of communications,” it is the position of the Board that
technology facilitated services are one of several means of providing professional services, and as
such, remain fully subject to the statutes and rules governing social work practice as outlined in
N.C.G.S. 890B and Title 21, Chapter 63 of the NC Administrative Code.

The use of technology in the delivery of social work services does not alter the social worker’s
responsibility to comply with applicable statutes and administrative rules governing competence,
informed consent, confidentiality, professional conduct, and documentation.

Technology Neutrality

The principles described in this position statement apply to any technology used to provide social
work services, whether currently in use or developed in the future. The use of emerging
technologies, including artificial intelligence (Al) and automated documentation systems, does not
replace the professional judgment or ethical responsibilities of the social worker.

Such technology includes, but is not limited to: texting, electronic mail, phone, social media, client
management software, Al tools, other software or hardware tools, and any emergent technologies,
when used to deliver social work services.

Practitioner Responsibilities When Using Technology:

Social workers are ethically obligated to understand, adhere to, and remain current on changes to
the use of technology. When technology is used to provide social work services, licensed or
certified social workers remain responsible for ensuring that such use complies with applicable
statutes, administrative rules, and professional standards governing social work practice.

Social workers who utilize technology in practice shall consider the following professional
responsibilities:

1. Competence [21 NCAC 63 .0503(a)]: Social workers shall maintain professional
competence when using technology in practice. This includes understanding the


https://ncswboard.gov/statute/
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capabilities, limitations, and potential risks associated with the technologies that may
be used in the practice of social work. Technology-assisted tools may support
administrative or informational tasks, but they shall not replace the professional
judgment of the social worker in assessment, diagnosis, treatment planning, or
evaluation of client safety or risk. Social workers remain responsible for independently
evaluating clinical information and exercising professional judgment.

2. Discrimination in Practice [21 NCAC 63 .0503(c)]: Social workers shall ensure that
their use of technology in practice does not introduce any form of discrimination.
Automated communication tools, including Al chatbots, follow-up messages,
reminders, and check-in tools, may produce responses that treat people differently
based on characteristics such as race, gender, age, or other personal traits.

3. Compliance with Federal, State, or Local Laws [21 NCAC 63 .0503(d)]: Social workers
shall comply with all applicable laws impacting the practice of social work while using
technology to facilitate services. This includes data protection and privacy laws such as
HIPAA.

4. Professional Boundaries [21 NCAC 63 .0504(a)]: Social workers shall set appropriate
boundaries and ensure that boundaries are maintained when using technology, such as
texting, social media, and/or Al generated reminders and follow-ups. Some Al follow-up
and reminder tools may generate messages that are overly familiar, overly agreeable, or
inconsistent with appropriate professional boundaries.

5. Informed Consent [21 NCAC 63 .0504(b)(c)(f)]: Social workers shall, as part of the
informed consent process, explain any specific uses of technology employed in service
delivery or documentation of clinical interactions, as well as the associated risks of
each technology. This includes informing clients of the use of Al tools.

6. Client Confidentiality [21 NCAC 63 .0507(a)(b)]: Social workers shall take reasonable
steps to protect client confidentiality when using technology. This includes
understanding how technology platforms collect, transmit, store, and retain client
information. Social workers should ensure that technology used in practice complies
with applicable privacy and data security requirements, including federal and state
laws governing the protection of client information. Client information should not be
entered into technology systems that do not provide appropriate safeguards for
confidentiality and data security. Many Al tools do not have sufficient protections in
place to keep client information private and may allow the vendor or other outside
parties to view or use data entered into the tool.

7. Documentation and Recordkeeping [21 NCAC 63 .0507(d)(e)]: Social workers remain
responsible for the accuracy and completeness of all client records, including
documentation created with the assistance of technology. When documentation is
generated with the assistance of automated systems or artificial intelligence tools, the
social worker must review, verify, and authenticate the content, prior to including that
information in the client record. The social worker is responsible for ensuring that
clinical documentation accurately reflects the services provided and the professional
judgment exercised in the course of treatment.
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Common Risks Scenarios when Using Automated Tools

Automated tools, such as Al, are increasingly used to assist with documentation, administrative
tasks, information gathering, and communication. Social workers remain responsible for
recognizing the risks and limitations of automated systems and ensuring that technology does not
compromise the quality, safety, or ethical integrity of social work services.

o Ambient Recording: When Al-assisted transcription or ambient documentation tools are
used to generate clinical notes or summaries, the social worker remains responsible for
reviewing and verifying the accuracy of all generated documentation before it becomes part
of the client record. Automated systems may omit relevant information, introduce
inaccuracies, or misinterpret client statements which increases the risk of harm to the
client. The social worker must ensure that the final documentation accurately reflects the
session and the services provided. Failure to do so may make it difficult to determine
whether the content was created by the social worker, the client, or an automated tool.

o Data Handling and Information Governance: Social workers should understand how Al
systems collect, process, store, and retain information entered into the system. This
includes determining whether information entered into the system may be stored
externally, shared with third parties, or used to train future versions of the technology.
Client information should not be entered into Al systems that do not adequately protect
confidentiality or comply with applicable privacy and data protection laws.

e Al as Clinical Decision Support: Artificial intelligence tools may assist with information
gathering or administrative tasks; however, they shall not substitute for the professional
judgment of the social worker. Social workers remain responsible for independently
evaluating assessments, diagnoses, treatment plans, and recommendations generated or
assisted by Al systems. Al tools used for analytical decision-making may be prone to
hallucinations, courtesy bias, and Al attribution bias. Overreliance on Al tools or automated
systems may lead the social worker to accept the tool’s output without sufficient review or
independent judgment.

e Al-Assisted Communications: Artificial intelligence tools may be used to assist in drafting
communications or educational materials for clients. When such tools are used, the social
worker remains responsible for reviewing, modifying as necessary, and approving the
content prior to transmission. Al tools shall not replace the professional judgment of the
social worker or function as a substitute for the therapeutic relationship. Al tools used for
communication may be prone to communicating in an overly courteous or appeasing
manner that blurs professional boundaries. The social worker should disclose the use of Al
to clients when used in communication. Al tools that communicate directly with a client
may create situations where the tool responds to the client in a way that appears to reflect
the practitioner’s professional judgment or clinical opinion.

e Bias and Cultural Competence: Artificial intelligence systems may produce inaccurate,
incomplete, or biased outputs. Social workers must exercise professional judgment when
evaluating Al-generated information and ensure that services remain culturally responsive
and ethically appropriate.
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Tele-Mental Health Services [21 NCAC 63 ]

Social workers who are providing clinical or therapeutic services shall comply with the
regulatory/licensure requirements for the jurisdiction from which the social worker provides
services as well as the jurisdiction in which the client receives services. The social worker shall
ensure that the technology used to provide tele-mental health services has sufficient security
systems to maintain client confidentiality. The social worker shall provide accurate representation
when providing services to a client via telehealth, including; credential type and number for each
state where credentialed, location of practice, practitioner’s contact information for use in case of
technology failure, and contact information for the regulatory board from which the practitioner is
credentialed.

Virtual Supervision [21 NCAC 63.0211(a)(4)]

LCSWs who are providing clinical supervision to LCSWAs are allowed to provide no more than 50
hours of supervision provided through the use of technology (virtual supervision). The remaining
supervision must be in-person.

In-Person Supervision: In-person, face-to-face interaction, in a location that protects the
confidentiality of the communication.

Virtual Supervision: Synchronous, audio and video interaction, using a platform that
protects confidentiality of the communication.

Cybersecurity

While technology can enhance access to services and support the delivery of social work practice
when used appropriately, it also introduces significant cybersecurity risks. The Board encourages
social workers to engage in annual cybersecurity training.
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