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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, case conferences or tribunals or any other indirect activity. 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. 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 Government, 2012).

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:  05/08/2025

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 observation was completed during an arranged visit to carry out a care and wellbeing assessment under Section 21 of the Social Services and Wellbeing (Wales) Act 2014 (SSWBA 2014). The purpose was to assess the home conditions and welfare of the children who live with their mother in a rural village in Wales.

Geographically, the family is quite isolated, which adds to their vulnerability. The mother is unable to drive and relies on limited public transport. However, the children attend the local school, which is within walking distance.

It was important to consider the family’s culture and language due to the requirement in Wales to provide an Active Offer—ensuring services are available in Welsh without the family needing to request it. Recognising and respecting culture and language helps build relationships and reduces the impact a language barrier might have on how information is received and understood (Welsh Government, 2012).

The initial referral was received after a neighbour expressed serious concerns about the home conditions and the children's safety. A home visit was arranged via a telephone call, during which the purpose of the visit was clearly explained to the mother. It was also discussed whether she would be comfortable with me being observed during the visit. I had met the family prior to this visit so a level of familiarity made it easier to engage with the mother during the observation. 

I considered the potential impact the visit could have on both the mother and the children and planned it to be as non-intrusive as possible, aiming to empower and build trust with the family. Alongside assessing the home environment, I explored the family’s support network to identify practical and emotional sources of help.  Relationship-Based Practice, relationship building is central to creating a solid plan to support change. This approach uses the perspectives of the family and their networks, similar to a person-centred approach (Seden, J 2013).

319 words





	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 and the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012). 

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

[bookmark: _Hlk210155907]Effective communication is the foundation of social work and underpins every interaction with the people we work with. During this observation, I was mindful of the range of communication methods and the skills I’ve developed through my work to ensure my practice followed the Code of Professional Practice for Social Care (2017) (COPP 2017). I will reflect on my practice and critically examine my strengths and areas for development using the SHARE reflective model (See, Hear, Action, Reflect, Evaluate) (Maclean, Finch, and Tedam, 2018).

S – See
During the visit, I was aware of how important it was to use effective communication, which is at the heart of social work practice. It was important for me to build trust with the family. I had met them prior to this visit, which helped establish familiarity and supported more open communication. I had explained the assessment process and completed some direct work with the children. I was very aware of anti-oppressive practice, where the family may feel judged, so I ensured my approach was person-centred, rights-based, and inclusive, as emphasised in SSWBA 2014. On entering the home, I greeted her and introduced the observer, confirming the mothers’ consent that she was still happy for me to be observed.  It was evident that it was cluttered with limited space for the children to play. The kitchen had unwashed dishes, bin bags on the floor, and generally unkempt conditions. I entered respectfully, using non-verbal cues such as positive facial expressions and a calm tone of voice to offer reassurance and build trust. This aligns with the standards in the Code of Professional Practice (Social Care Wales, 2017), which emphasises treating individuals with respect, dignity, and fairness.

Practitioners should hold professional values and not allow personal values to influence decision-making. Although the home conditions did not align with my personal values, I put aside personal judgement and drew on professional values. Approaching the mother with empathy allowed for a more open and honest conversation. My role focused on supporting and empowering her to recognise changes she could make and working collaboratively to develop an intervention plan.


H – Hear
I used plain language and avoided jargon to prevent confusion. I wanted to understand her lived experiences and how things were for the family at that moment. I asked open-ended questions to encourage her to share, rather than making assumptions. This supported a person-centred approach, recognising them as individuals with unique perspectives (SCW 1.1, 2020; Kadushin & Kadushin, 1999).

When discussing concerns about the home, I sensed her becoming defensive and worried this might lead to disengagement. I used reflective listening, maintained eye contact, and showed empathy—for example, when she shared how overwhelmed she felt, I acknowledged how hard it must have been. This resulted with her feeling more at ease and began to open up further.  According to Social Work Haven (2023), active listening helps individuals feel understood and valued, which is essential in building trust.

She later disclosed that her own mother had lived similarly, suggesting possible intergenerational patterns. Albert Bandura’s Social Learning Theory suggests behaviours are learned by observing others, often parents (Simply Psychology, 2025). This insight helped me show empathy and understand that her current living conditions may be shaped by learned behaviours rather than conscious choices.  The British Association of Social Workers (BASW 2020) promotes a code of ethics for all social workers to follow, it states values are respecting human dignity by valuing every human being, their beliefs, goals, preferences and needs. From reflecting on her previous experiences, I recognise that values are unique for each individual, and the standards of the home conditions were similar to what she had been brought up in, so to her this would be normal. 

Although the family’s first language is English, legislation in Wales requires social workers to provide the Active Offer—ensuring services are available in the language of choice without needing to ask. In line with the “More than Just Words” framework (Welsh Government, 2012), I explained that support could be provided in Welsh if preferred, however this was declined. 


A – Action
Following Arnstein’s Ladder of Citizen Participation, I aimed to work in partnership by involving the mother in decision-making, recognising that she knows her family best. Aiming for the higher rungs such as partnership and delegated power—I was actively involving the mother to have significant power in shaping her own support plan (Arnstein, S 1969). I used a strengths-based approach, supported by the Signs of Safety model adopted by the local authority (Smeeton, J., 2013). This helped identify strengths and build confidence. We then used a solution-focused approach to explore worries and discuss changes she wanted to see. This empowered her to take an active role in building her support plan. Working together, we began to identify small but achievable goals which enabled her to feel more in control of the situation and motivated towards making the changes.

I encouraged her to identify people she trusted, helping her build a family support network (SSWBA 2014).  I also discussed how multi-agency collaboration could strengthen the support plan, ensuring the family receives consistent and coordinated intervention.

R – Reflect
Using the assessment triangle provided a holistic approach to analyse and understand the family’s situation and wider community (National Assembly for Wales Home Office, 2001). This helped identify areas of need and strengths.

I prioritised building rapport through a co-productive approach (SSWBA 2014), encouraging the mother to actively shape her support plan. This strengthened her sense of self-worth and supported her role as a decision-maker in her own life.  However, it was identified that the family had a very small support network, I would have liked more time to discuss this using the ecological approach, so the gaps in the support could be highlighted and in time using multi-agency working we can build a more robust network to support the family (Bronfrennbrenner 1977).  

One challenge was managing the emotional intensity when the mother became upset. Although I offered empathy and time for her to leave the room, I could have paused more and checked in with her emotional state more during the conversation as I saw her becoming more uncomfortable with the conversation. In future, I will offer breaks or revisit conversations on other visits if needed.

Another challenge I faced was needing to record everything the mother was telling me, while keeping her engaged. I did this by using more non-verbal cues, like nodding my head and trying to maintain eye contact as much as I could while writing my notes.


E – Evaluate
Using various methods helped me better understand the family’s challenges. My role focused on supporting and empowering the mother to recognise changes she could make and working collaboratively to develop an intervention plan. I’m more aware that every individual is different, and effective practice requires sensitivity to language, culture, and emotional state. Even small gestures like body language or offering the Active Offer—can significantly impact engagement.

Working in a person-centred way allowed me to include the family in decision-making and adapt communication to suit their needs, prioritising their rights and wellbeing. My communication was guided by ethical principles in the (COPP 2017), which emphasises listening actively, communicating clearly, and involving individuals in decisions affecting their lives. This includes promoting wellbeing, respecting rights, and acting with integrity. Partnership working is key effective communication is a two-way process requiring mutual respect and understanding. Collaboration builds trust and aligns with (COPP 2017) and (SSWBA 2014).

I will continue working with the family and their support network to arrange a family network meeting. This will bring everyone together to find solutions and create a plan. It aims to empower the mother, promote co-production, and support her in taking ownership of the changes she wants to make.
Reflecting on my practice, I recognise the importance of ongoing professional development in communication skills, staying up to date with best practice, and engaging in reflective supervision.  Good social workers ensure to put the needs of the service users first using my own personal values of respect for other people will help me establish a good, working relationship with clear boundaries between myself and families. Working in line with the (COPP 2019) where it emphasises, we should protect the service users’ rights and be able to consider their perspective.   



1382 words










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, I had a text the day before to check if she could still come. 

	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 had asked me the week before when she had been to the house and  told me it was to watch her for her degree and that it was nothing to do with me.

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

	I know that Cheryl is worried about my home and she wants to help me get back on track. She wanted to look at what support I have. 

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

	Very good

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

	Cheryl seems to understand how difficult it is for me being on my own with the children.  She has told me that she will get me a support worker to help me. 

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

	Yes



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

	I don’t really know but it will be good to get help and she has given me ideas how people can help me. 

	Are there any other comments or suggestions that you would like to make?
	No
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