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Task 2

Observation of Practice
Guidance: 

A learner must choose an observation of direct social work practice with people in need of care and support and/or their carers. The observation cannot be from giving evidence in court, contributing to strategy group meetings, PLO meetings, family networking meetings, case conferences or tribunals, or any other indirect activity or work with groups of professionals, even if you are supporting people in need of care and support at these meetings. An suitable observation could be preparing people we support for these meeting or events, or meeting to explain outcomes afterwords. The consent of the individual/s in need of care and support and/or their carers must be sought before the observation is undertaken. The observation must be undertaken by an observer who is social work qualified and has at least 3 years’ experience (criteria set out in the Programme Handbook). The observation must be for a minimum of 30 minutes. Where issues of capacity to give consent may be relevant, you should consider this in relation to ethical practice within your reflection. 

Feedback: - The observer will gain feedback from the individual/s in need of care and support and/or their carers using either the pro forma below or one of the learner’s own design at the end of the visit.

The learner is responsible for providing a method of gathering feedback for the observer to use. This can be of their own design, and/or adapted to meet the needs of the individual. The provided pro forma can be used where appropriate. The method used will depend on age, ability and language/communication needs of the individuals in need of care and support and/or their carers. 

This section will include examples of the ways in which effective communication impacts on practice in relation to language use, language needs and cultural sensitivity. You must demonstrate the principles of the “Active Offer” and make reference to “More than just words: Welsh language plan in health and social care 2022 to 2027” (Welsh Government, 2022; last updated 2026).

Please ensure you meet the Learning Outcomes for this task (See appendix 5 of the handbook).  

Please answer the questions below.

Observation Summary 

Please include name of the expert witness observing in learner’s details section of the portfolio.

Date of observation:  11/09/2026

To be completed by learner. 
	Question:
Context
Set out the social work objectives and give a brief description of the situation including geographical and legislative contexts and any relevant cultural, ethnicity and language issues, including how consent was gained and how you have considered the impact of the observation on the individual in need of care and support and/or their carers.  

300 words (+/- 10%: include your actual word count at the end of each section).

The social work objective for this task was to gather further information from a prospective adopter for a baby on my caseload. To maintain confidentiality, I will refer to the prospective adopter as “Person 1”, in accordance with the Data Protection Act and the UK GDPR (Data Protection Act 2018; UK GDPR, Art. 5).
Gathering information from Person 1 supported the assessment of her suitability under the Adoption Agencies (Wales) Regulations 2005. In line with sections 5 and 6 of the Social Services and Well-being (Wales) Act 2014, I explained the purpose of the observation, obtained her verbal consent beforehand and encouraged her to express her views. I also invited constructive feedback, including any areas for development, so that I could reflect on it and improve my future practice.
Person 1 lives in an area affected by deprivation. Considering the Welsh Index of Multiple Deprivation helped me reflect on how access to services and resources might affect her circumstances, while avoiding assumptions based solely on where she lives (Welsh Government, 2019). I explored her individual circumstances, strengths and support needs rather than assuming that she experienced disadvantage.
I applied the Welsh-language Active Offer by asking Person 1 whether they preferred to communicate in Welsh or English. This reflected my responsibility to offer Welsh-language services proactively and equally, rather than waiting for a request (Welsh Government, 2022; Social Care Wales, 2025).
I was mindful that being observed could make Person 1 feel self-conscious and that the meeting was likely to be emotional for her because of its importance. I therefore explained the observer’s role, reassured her that participation was her choice and reminded her that she could withdraw consent at any time. I checked that she remained comfortable throughout, helping me to maintain a person-centred and ethical assessment in line with Learning outcome 1.2. By communicating openly, gaining ongoing consent and keeping Person 1’s views central, I also demonstrated collaborative practice in line with Learning outcome 2.1 (Social Care Wales, 2026).
Word count: 325











	Question: 

Critically reflect on your communication methods and skills during the observation; including how you identified whether you had the necessary communication skills to work with the individual in need of care and support and/or their carers.   

You must use a person-centred approach to demonstrate the integration of social work ethics, values and the Code of Professional Practice. This must include culturally and linguistically sensitive practice, the principles of the “Active Offer”, and reference to “More than just words: Welsh language plan in health and social care 2022 to 2027” (Welsh Government, 2022; last updated 2026).

Before the observation, I reflected on my previous direct-work experience, supervision feedback and knowledge of Person 1’s needs, which helped me identify that I could use active listening, open questions and empathic communication appropriately. However, I remained aware that I needed to adapt these skills throughout the discussion in response to her verbal and non-verbal cues. I wanted Person 1 to feel comfortable and involved throughout the observation, so I contacted her digitally to discuss where she would prefer the visit to take place. She chose the family home rather than the office, and I respected this preference. 
I recognised that discussing her adoption journey could be difficult and emotional because of its personal significance. This reminded me that effective communication involves active listening, allowing individuals to tell their story in their own way and adapting my approach to their needs (Social Care Wales, 2025). Using these skills helped me gather relevant information sensitively and understand Person 1’s individual circumstances, strengths and needs, demonstrating a person-centred assessment. Meeting in her familiar home environment also helped to reduce potential anxiety and enabled her to communicate more openly.
I mainly used verbal communication throughout the observation because the discussion involved sensitive and personal information about Person 1’s life and adoption journey. I used open questions, active listening and appropriate prompts to help her share relevant information at her own pace. This reflected the Social Care Wales Code of Professional Practice, particularly its expectations that workers support communication, respect individuals’ views and wishes, and promote their voice and control (Social Care Wales, 2026). These skills enabled me to gain a fuller understanding of her circumstances and begin considering whether she could be a suitable potential match for the child on my caseload, while ensuring that the discussion remained respectful and person-centred.
At one point, Person 1 became upset and began to cry. I acknowledged her distress and asked whether she would like to pause or make a cup of tea before continuing. I was aware that she was sharing emotional and highly personal experiences, so I used a calm tone, allowed her time and listened without rushing her. This reflected evidence that listening, reflection and empathic communication can strengthen social work practice in difficult and stressful situations (Krause, 2024). Reflecting on this, I recognised the importance of balancing sensitive information gathering with empathy and emotional support. By giving Person 1 choice and control over whether to continue, I aimed to protect her well-being while maintaining a respectful and person-centred discussion. 
I also adapted my non-verbal communication by leaning slightly towards Person 1 and maintaining appropriate eye contact to show that I was listening and recognised her distress. Trevithick (2012) identifies non-verbal communication, including awareness of body language in oneself and others, as an important social work skill. Although Person 1 described her response as “happy tears”, I initially felt slightly awkward and was conscious that my discomfort could affect my body language or shift the focus away from her experience. I therefore regulated my own response, remained calm and used attentive body language to communicate empathy. This helped me remain emotionally present without interrupting her and reflects Lynch and Ruch’s (2026) understanding of empathy as a relational practice that develops through interactions between social workers and the people they support. However, I recognise that I could not assume that Person 1 experienced my body language as supportive, so in future I would check her comfort more directly.
Feedback from my previous observations whilst I was studying to become a social worker, had identified communication as a strength in my practice, particularly my ability to listen and build a rapport with families and individuals. This gave me confidence that I had a suitable foundation for the discussion with Person 1. However, I recognised that previous positive feedback did not guarantee that my communication would meet her individual needs, so I continued to monitor her verbal and non-verbal responses and adapted my approach throughout the visit.
The Welsh Government’s Mwy na Geiriau/More than just words plan places responsibility on health and social care providers to make the Active Offer by proactively offering services in Welsh, rather than waiting for individuals to request them (Welsh Government, 2022). This approach reflects the principle in the Welsh Language Act 1993 that Welsh and English should be treated equally in public services and supports the well-being and person-centred duties in sections 5 and 6 of the Social Services and Well-being (Wales) Act 2014. 
As a Welsh speaker, I am keen to use my language skills to offer conversations and assessments in Welsh and contribute to the continued promotion of the language. Under Learning outcome 1.2, this supports culturally and linguistically informed assessment by helping me consider how language may affect an individual’s understanding, participation and emotional well-being. It also reflects Code 1.1 on person-centred practice, Code 1.2 on equality, diversity and inclusion, and Code 1.4 on supporting communication (Social Care Wales, 2026). However, I recognise that person-centred practice requires me to prioritise each individual’s preferred language rather than my own enthusiasm for using Welsh. By offering genuine language choice and adapting my communication to that preference, I demonstrate collaborative and inclusive practice under Learning outcome 2.1 and the associated guidance on strengths-based, co-produced and collaborative practice (Social Care Wales, 2026).
Applying the Active Offer reminded me that language choice is central to dignity, participation and emotional well-being, particularly when individuals are discussing sensitive experiences. This was particularly important for Person 1 because she was discussing sensitive and personal aspects of her adoption journey.
Overall, I felt that I communicated effectively with Person 1 because she shared detailed and sensitive information that contributed meaningfully to the assessment. Her positive feedback, particularly about my empathy, supported my view that she felt listened to and understood. However, I recognise that positive feedback alone does not confirm that every aspect of my communication was effective. 
I also considered the power imbalance within the discussion. Although the visit took place in Person 1’s home, I was asking questions that could influence an important matching decision. She may therefore have felt pressure to present herself positively or continue answering despite becoming emotional. To reduce this, I explained why each area was being explored, avoided an interrogative style and reminded her that she could ask questions, pause or clarify her answers. This helped me recognise that person-centred communication is not only about being warm and empathic; it also requires transparency about professional authority and active efforts to promote participation and control.
The observation also highlighted the value of supervision in separating empathy from over-identification. Feeling moved by Person 1’s account could support compassionate practice, but it could also affect my professional curiosity or lead me to avoid necessary questions. Discussing this balance in supervision would help me examine how my emotions influenced the interaction, consider alternative interpretations and ensure that my analysis remained evidence-based. I would also compare Person 1’s feedback with the observer’s feedback, recognising that each perspective may identify different strengths and development needs.
Although previous feedback and Person 1’s comments suggest that empathy and rapport are strengths in my practice, I recognise that positive feedback may not reveal occasions when an individual felt unable to challenge me or express discomfort. I also cannot rely solely on my interpretation of verbal and non-verbal cues. To develop further, I will ask more specific questions about whether individuals feel heard, understood and able to exercise choice, use supervision to examine moments of uncertainty, and check understanding throughout conversations. This supports sections 5 and 6 of the Social Services and Well-being (Wales) Act 2014 by promoting well-being, voice, choice and control and by ensuring that communication remains responsive to the individual’s views, wishes and needs.

Word count: 1288
1300 (+/- 10%: include your actual word count at the end of each section).







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

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

	Yes

	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, I felt Khadine was prepared for today’s visit.
She knew the family well and articulated herself well.
She was vocal if she didn’t know something.
She was able to give her opinion.
She spoke with empathy about the parents, especially father.

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

	Yes, she listened and respected my views and wishes.

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

	Yes, she spoke in a way I understood.



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

	Yes, this visit delivered my expectations.

	Are there any other comments or suggestions that you would like to make?
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