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Task 2A

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?

	Semhar was only 4 minutes late.  She explained this was because of traffic and due to the inclement weather.

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

	Semhar had prepared the meeting and explained the reason for the observation.  

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

	Semhar explained why she requested the meeting today – to determine whether current day service was appropriate for my son.

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

	Well prepared, Semhar had already had discussion with the day service staff and had printed off care plan and previous day service review. 

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

	Semhar listened to parent of service user (who acted on clients behalf), who expressed some concern about change.  Semhar arranged a review of change of support within the next month rather than waiting for a full 6 weeks to reduce anxiety for the family.   

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

	Semhar explained the situation in a slow, clear and calm manner answering all questions.



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

	Social worker is only working to available resources.

	Are there any other comments or suggestions that you would like to make?
	She has been happy to help, supportive and easy to get along with.



Task 2, part b: Direct Observation/Critical Reflection 
Word count: 1300, plus or minus 10% (1,430)
	
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, 2022). 

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


Prior to this observation, I carried out an initial assessment with Service User 2 (SU4) and his mother/main carer. SU4 is 27. He has a moderate-to-severe learning disability with limited verbal communication. The family is white, originally from England. They have lived in Wales for some years. I asked the family about their linguistic and cultural background during SU4's initial assessment, as required by the Wales Language Measure 2011. I made an "Active Offer" of Welsh-language services, as advised in “More than Just Words” (Welsh Government, 2012). If I fail to make this offer, it could impact service users, families, and carers' ability to communicate their preferred outcomes. SU4's mother, however, told me that English is the language of the home.
 
At this meeting, I asked if SU4 was interested in attending a day centre, recommending that he and his mother visit one first. They did so and liked it. SU4 was scheduled to attend the centre weekly over the past three months. 

This observation was the second time I met SU4. The purpose was to review his experience at the centre, determining if it supported him in meeting his outcomes. Periodic reviews are required by the Social Services and Well-being (Wales) Act 2014 (SSWBWA 2014) Part 3, section 6 (SCW, 2017a). The day centre manager (hereafter, manager) attended the meeting. This is part of collaboration and partnership among professionals and citizens to co-produce interventions, helping to meet identified outcomes. This is in accordance with the SSWBWA 2014 and with best practices (Crawford, 2012; Koprowska, 2020).
I contacted SU4's mother, gaining consent for the observation by telephone.
Prior to arranging the meeting, I consulted with SU4's mother. She preferred to meet at the centre. This is one aspect of giving carers voice and control (SSWBA, 2014) and respecting their preferences (Social Care Wales (SCW), 2017). SU4's learning disability limits his ability to communicate; communicating directly with him is challenging; he engages pleasantly but gives short answers. He does not use sign language or any other communication method. He cannot explain his wishes and feelings very clearly. SU4's mother preferred that SU4 attend the day's activities rather than our meeting.
To begin the formal meeting, I asked SU4's mother how her son was settling into the centre. Asking for her feedback first was an intentional choice: SUs' and carers' voices matter (SCW, 2017). Eliciting their views first is a deliberate communication choice, as it prioritises and highlights their voices and concerns.
The centre had told me that SU4 had poor attendance; they had been unable to assess whether the service was beneficial.
During the meeting, I realised that SU4's mother had different expectations of the centre than the professionals involved. SU4's mother was unhappy with the way her son was supported. His communication book was minimally used; comments from staff were repetitive, as the activities he engaged in were repetitive. SU4's mother was expecting a more engaging, positive experience for her son and expected him to be engaging in all activities.
This was my first knowledge that SU4's mother was unhappy with the service. Recognising that citizens are experts in their own lives, I listened carefully, keeping in mind the manager's point of view. Listening is a crucial communication and interpersonal skill that is part of a comprehensive approach. It helps social workers understand individuals' thoughts and messages (Juhila et al. 2022; Koprowska, 2020). SU4's mother, as his lifelong carer, has valuable insights. Listening to this committed carer's complaint was key to optimal communication (SCW, 2017). This approach is set out in SSWBA as well as in the Code of Ethics for Social Work (British Association of Social Workers (BASW), 2012, 2.4).
I based my preparation on communication skills theory. Koprowska (2020) emphasises the importance of respect as a starting point for all social work communication. She also notes the importance of communicating in an unhurried manner, as this improves the quality of the resulting social work intervention. Moss (2015) states the importance of communicating in a sensitive and considerate way. Crawford (2012) highlights the potential challenges of communication in inter-professional working. In this case, the manager and I remained calm as SU4's mother challenged the centre's programme. I was surprised that SU4's mother changed her mind from requesting two days a week for her son to withdrawing him. We all agreed, however, on the potential benefits of a different setting. Parents of adult children with learning disabilities make difficult choices. We built a mutually respectful relationship, and hopefully this will encourage her to contact us again if SU4 needs future support.
Prior to this review, SU4's mother had asked for an additional day at the centre. When I told the manager this, she was unsure if SU4 was benefiting from his time there because he was not engaging with staff or other service users. As a result, he was often on his own. The staff-to-service user ratio is low in this service, so there was little time for staff to carry out individual interventions. I took this feedback on board, in line with the Code of Professional Practice (hereafter, the Code) (SCW, 2017).
In the meeting, SU4's mother shared that she felt she had been misled by the manager during the service's induction. She thought her son would access all the available facilities and programmes. I listened attentively to SU4's mother as she spoke. I kept my eyes on her face with an open posture, nodding from time to time. These types of statements can be hard for professionals to hear without becoming defensive. I allowed a moment of quiet for emotions to calm, then asked the manager for her thoughts (SCW, 2017).
The manager calmly explained that SU4's ability to interact with others was more limited than his mother and professionals had expected, limiting his engagement and socialising. She suggested carrying out a skills assessment with SU4 to identify a service that might be a better fit for him. SU4's mother accepted this but appeared to be uneasy. I suggested that we proceed with the assessment but review the situation within the next month. SU4's mother agreed to this and seemed happy with this arrangement. I was pleased to put into practice’ reading' facial expression and body language to enhance communication with SU4's mother (Juhila et al. 2022; Koprowska, 2020).
We all realised that we had overestimated SU4's social skills. The centre's staffing ratio also played a part in limiting SU4's engagement. Social work values include the need to consider each person as an individual (Banks, 2012). In this case, we had to consider whether the programme we had such high hopes for was useful in helping SU4 meet his desired outcomes or not.
After the meeting, SU4's mother told the observer that she appreciated that I had arranged a review of the change of support within the next month rather than waiting a full six weeks; this arrangement reduced anxiety for SU4's family. This is in accordance with my professional responsibilities (SCW, 2017).
This observation reinforced my determination to continue improving my professional communication and interpersonal skills. I was happy that I was able to incorporate the Code of Professional Practice for Social Workers (SCW, 2017) more easily into my practice. SU4's mother commented to the observer that I was easy to approach, supportive of SU4 and of her, and clear and calm in my communication (SCW, 2017).
However, after this review meeting, I wish I had consulted with our speech and language therapy team and gotten support to aid SU4 communication. I felt his voice had not been heard as it should (Parker & Crabtree, 2017). In the future, I will make sure that all possible avenues to communicate with service users are explored.
Rutter and Brown (2012) highlight the complexity of collaborative social work. This complexity emerges because each person brings a unique perspective to the table; additionally, different interventions are possible (Rutter & Brown, 2012). The manager and I thought that SU4 might benefit from a different setting. We were thinking of a different day centre; SU4's mother decided to try him in college.
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