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Section 3

Observation from an individual using services, their family and carers

Guidance: A learner must choose an observation of direct social work practice with an individual using services, families and carers, and record it on the following pro-forma. The observation cannot be from giving evidence in court, contributing to strategy group meetings, case conferences or tribunals or any other indirect activity. The permission of the individual using services, their families 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 a minimum of 30 minutes long. The observer will gain feedback from the individual using services, their families and/or their carers using the pro forma below at the end of the visit.  

Although the learner can choose to use the pro-forma provided for gathering feedback, they are encouraged to make this as in-depth as possible, and to use a range of ways to gather it, depending on age, ability, and the needs of the individuals using services, their families or carers.

In completing this section, you should watch the 4 video clips of ‘More than just words’ on Moodle as these should help you think about your own experiences and to reflect on why language should be an integral part of assessment and service provision.

Observation Summary 

Please include name of the expert witness observing in section 8.

Date of observation:  11th January 2019Set 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.  

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


This observation was to undertake direct work with five children in their home. I have been working with the children for nearly two years with concerns around Mother’s relationship choices and repeated incidents of domestic violence. The children’s names are on the Child Protection register under the category of emotional abuse.

The observation took place at the home of the children’s Maternal Grandmother (2), which is situated in a semi-urban area of my practising Local Authority (StatsWales 2017). Most noticeable about this area is its significant levels of deprivation however, since Mother (1) had left the area the older children involved reported that they did not feel comfortable in their new environment, which is a more rural and affluent area.

There are five children with varied age differences between fourteen and one; because of the significant age differences communication skills are needed to suit each child. The tools used to ensure that the children’s voices are heard need to be different, in line with my role and my Local Authority’s practice model Signs of Safety. (Hils et al. 2008; Turnell 2012).

The purpose of the observation was to ascertain the wishes and feelings of the children (3,4,5,6,7) in advance of a Review Child Protection Conference. When considering the age differences of the children, “Three Houses” were completed with the older children (3 and 4) and “Bear Cards” were completed with the three younger children (5, 6 & 7).

Before I completed the observation, I took some time to consider the children’s cultural, linguistic and identity needs (Williams, 2011). The children’s first language is English and they identify as White British. Their verbal communication varies between their ages and consideration needs to be given to child 5’s global development delay.

I asked 2 if I could see the children alone to complete the direct work. To ensure that they felt confident with another individual there, I confirmed their consent for this both prior to and during the process.

(327 words)
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 using services, their family or carers.  Show how you adhered to social work values using a person centred approach, Code of Professional Practice for Social Care Workers, cultural sensitive practice, language preference including the “Active Offer” principle, and ethical practice.

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


As outlined in my introduction, reflection of my communication skills and tools used is essential to this task. In order to further explore my actions, thinking and emotional base (Fook & Gardner, 2007) I have used Gibbs’ Reflective Model (1988) as my model for reflection.

When considering the Active Offer principle (Welsh Language Commissioner, 2014), I have been able to recognise the importance of communication and the importance of promoting language needs. “The aim of the Active Offer Framework is to support a greater level of recognition that the use of the Welsh Language is not just a matter of choice but a matter of need” (Welsh Government, 2016). This family do not speak Welsh and their spoken language is English. As their allocated Social Worker, I did not think that it would be appropriate to use the ‘Active Offer’ (Welsh Language Commissioner 2014). 

What I have taken from the ‘More than Words’ video is that language should be appropriate to each individual’s circumstances and readily accessible to children and families. Within my practice, I have ensured that I have promoted the children’s needs and participation, in line with the National Occupational Standards (Social Care Wales, 2011). This understanding of how to promote participation and engagement, regardless of language and culture, is key in practice and I felt that I have been able to evidence this when communicating with the children. 

When considering my communication skills, I am mindful that through my observation communication needed to be altered accordingly to the child I was working with; something I will reflect on when considering my verbal and non-verbal methods for children of varying ages.

The direct work was undertaken in the children’s family home, which they were already familiar with. When I have completed direct work with the children prior to this observation, we would sit in the living room or kitchen where we could work on the table or the floor. During this session, I sat on the floor with the children, something I felt addressed the power imbalance between us and physically placed myself as their equal. (Thompson 2003; Social Care Wales 2011).

Throughout my work, I have always tried to talk to the children at their level, ensuring good eye contact and tone of voice in order for them to feel valued and appreciated. By using the “Valuing Differences model”, it enables individuals to work best when they feel valued and empowered, allowing better working relationships. (Thompson 2011). I believe that this was achieved when working with the children and allowed them to express their wishes and feelings freely, thus allowing our positive working relationship to continue. 

As direct work was undertaken with children of various ages, my verbal and non- verbal communication skills would differ depending on whom I was working with.
When completing work with 3 and 4, I was conscious that my verbal communication would need to include open questions, allowing the children to verbalise their wishes and feelings in an age appropriate way. I was aware that their understanding of their home life would be more advanced than their siblings and therefore, it was important to allow them to verbalise their experiences in a way in which they understand, using their own language. I feel this was achieved and the children ended the session with a good understanding of the point of the work. It was observed that the children felt comfortable in speaking about their own individual experiences. 

Whilst allowing the children to verbalise their wishes and feelings, I was mindful that my body language would be picked up on, particularly with the children being of a chronological age whereby they would notice my responses. Crawford and Walker (2009) note that children often pick up on body language in the first instance. Therefore, I had to ensure that my emotions remained neutral and that my responses did not influence their answers, something I believe to have been achieved.

As the Signs of Safety model (Turnell, 2012) and the Social Services and Well Being Act (2014) ensures that simple language is used to explain to service users rather than jargon, I had to ensure that I was giving the children an explanation of the work in a way in which they would understand. Although I had previously explained to 3 and 4 my role and the purpose of the work in a previous session with them, I felt it was important to emphasise this to ensure they had the correct information and that I was fulfilling my role to work in an open and honest manner and adhering to the Social Work Code of Practice (Social Care Wales, 2018). Upon reflection, I am mindful of the importance of consistent explanations of why Social Services are involved. I feel that due to having worked with the children for some time, this can sometimes be forgotten and presumptions are made that they remember why, something I need to be mindful of in my future work with them.

When working with children 4, 5 and 6 I had to adapt my communication methods according to their age differences and ability to understand and verbalise their feelings. Koprowska (2008) highlights that play is an integral part in communication with children, noting that children do not often like to sit and talk face to face for a length of time. Whilst using the Bear Cards, I ensured that I was using ‘open questions’ such as “What bear do you feel today?”, as opposed to a ‘closed question’ such as “Are you a sad bear?”. This is ensuring that we as practitioners are not encouraging any of the children to answer according to how they may feel we would want the question to be answered and allowing them to take control and feel empowered to expressing their own feelings. UNICEF (2011) highlight the importance of using simple play and language when working with children from Birth through to 6 years old, ensuring a varied pace to keep their attention and using imaginative play. By using a practical game such as the Bear Cards, this ensured their attention by using playful characters.

When considering child 4’s Global Development Delay, I considered advice given by the child’s caregivers to which task 4 would most likely understand and be willing to engage in. Whereby in my practice I would have considered using the ‘Three Houses’ task with a child of 4’s age, I felt that the speech difficulties and understanding 4 may have made it more confusing and frustrating when wanting to voice wishes and therefore, felt that by using a Bear Card’s technique which used visual aids of communication would be better suited. On reflection, I would like to ensure that when future direct work is undertaken, I would use other visual aids that 4 is able to understand and would take on the advice given by other professionals working with 4. 

Howes (2009) identified that ‘Person Centred Theory’ is critical to Social Work Practice, when ensuring that we convey respect and empathy when working with individuals and ensuring that a relationship and trust is built. When considering the work completed with children 3 and 4, I felt that empathy and positive regard to their feelings was conveyed. As the ‘Three Houses’ were completed with them, I felt that by beginning the task in a playful and humorous manner allowed them to feel comfortable and trust in myself as a practitioner, by offering my thoughts on what I would put into my houses. This allowed the children to feel equal to me and also allowed them to feel comfortable that I was opening up my thoughts to them. Similarly, when working with children 5 and 6 I supported them to understand the question by offering examples such “I feel happy when I finish all of my sweets” allowing humorous explanations and a trusting relationship.

On reflection, using Gibbs (1988) Reflective Model, I believe that I adapted the communication needs for the differing ages of the children well and I ensured that 
they were able to express their wishes and feelings, using communication tools and aids in line with their ages. 

When considering actions to be taken moving forward, I believe that I would benefit from further training in communication with children with additional needs, thus ensuring that tasks completed with them is in line with their understanding and that as a practitioner I am always promoting their needs, best interests and using effective participation in line with the Social Services and Well-Being Act (2014). 

(1422 words)

Feedback and comments from an individual using services, their family or carers

This section of the Observation should not be done in the presence of the learner.

Some or all of these questions may be used by the observer (who should re-phrase and add explanations and prompts as required). Alternatively, the learner is able to design their own method of obtaining information for the Observer to use if this is more suited to the needs of the individual. The observer should record responses below or by using the alternative method from the individual using services, their family or carers.

Before asking the questions, the observer must explain to the individual using services that their 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.

Notes: For the purpose of the feedback form, Child 3 is 14 years old, Child 4 is 12 years old, Child 5 is 5 years old, Child 6 is 3 years and Child 7 is 1 years old.


	

Did the social worker say she was coming to see you in the house?

	Child 3 – yes, she comes to see us at Nan’s in the week too. 
Child 4 – yes she told us 

Child 5,6 and 7 did not answer.
Mother 1 and Maternal Grandmother 2 confirmed that social worker had planned to complete the direct work with the children in the home and had informed them on the previous visit to the children. Mother 2 also informed the observer that Social Worker had gained consent from the children and from herself that the direct work could be observed. 

	
Do you know why the social worker came to talk to you?

	
Child 4 – she asks us about what we want to happen and how we are feeling to help keep us safe

Child 3 – she asks us to tell her how we are feeling for the meeting about us all and if we are safe in the house with our nanny and mammy 

Child 5 – to do the Bear faces 

Child 6 & 7 too young to respond. 

Mother 1 informed the observer that she was aware that the Social Worker would be gathering the feelings of the children ahead of the Child Protection Review Conference. 


	
Did the social worker ask how you were feeling?
	
Child 3 – yes, she asked us to tell her about what was in our good houses, if we worry about anything or what we want or what we wish for. 

Child 4 – she did the three houses with us, like we have done before. She asks us how we are feeling when she comes to see us. 

Child 5,6 and 7 unable to answer this question. 

Maternal Grandmother 2 informed the observer that whenever the Social Worker visits, she asks all the children how they are feeling. 


	
What did you like about talking to the social worker today?

Did you like talking to the Social Worker today? (asked to the younger children)
	Child 4 – she listens to how we are feeling and doesn’t make us worry about talking to her. 

Child 3 – she was nice 

Child 5 and 6 – yes
Child 7 too young to respond


Mother 1 informed the observer that the children always seem happy after speaking to her and don’t seem worried.



	Do you feel happy when talking to the Social Worker? 





Or do you feel sad when talking to the Social Worker? 
[image: ]




	Child 3 – I feel happy but sometimes it’s confusing if we do too many things. 

Sometimes I don’t always want to talk about what’s happened and she doesn’t make me talk about it. 

Child 4 – yes I feel happy

Child 5 – I feel happy and laughing 

Child 6 – smiled and said happy 

Child 7 is too young to express her views. 

	
Did the social worker use words and language that you understand?
	Child 4 – she always explains to us if we don’t understand

Child 3 – she does work with us in words that we would use. 

Mother 1 confirmed that any work completed with the children is done using language and words that they would use. Maternal Grandmother 2 also confirmed that the Social Worker asks Mother 1 and herself. 





	Mentor’s comments 


	Please comment fully on the learner’s development over the duration of the whole programme. Reflect on information provided by the learner in section 2 at the outset of the programme and the later perspective given at section 6. Where you have seen or discussed feedback from individuals using services, families or carers, you are encouraged to comment on this with regard to the learner’s development. 

I have supervised Lauren since the beginning of November 2018 due to the previous Practice Lead going on Maternity leave.  

In this time, Lauren has completed this direct observation with myself and she demonstrated a sound knowledge of the importance of communication skills when working within her role. Lauren appears to have a good understanding of the differing ages of the children and taking into account their level of understanding and different direct work techniques according to their age, understanding and their early life experiences.

Lauren has clearly ensured that the environment in which they felt comfortable in completing direct work was considered as an important factor as well as her body language and communication skills.  Lauren clearly demonstrated that she has built a good working relationship with the family and all of the children as they were 
comfortable when discussing their life experiences with her. She was able to adapt her body language, tone and verbal communication with each individual child and has practice in line with the National Occupation Standards, Code of Practice and the Social Service and Wellbeing Act 2014. 
  
Lauren uses supervision to discuss cases and gather advice and guidance in preparation for further work with the families she is working with. Lauren is able to 
critically reflect on the decisions she makes whilst learning from new situations and experiences. 

Lauren is confident when she uses the Local Authorities Signs of Safety model and attends further training to improve her knowledge and skills. Lauren has an increased confidence when using various communication methods and is not afraid to reflect on what she could have done differently, in order to improve her practice. 
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Section 8

Learner details, Signatures and Line manager verification

It is the learner’s responsibility to ensure that their university learner number is correctly inserted wherever requested within the portfolio

Learner Details 
(NB it is essential that you inform your Workforce Development/Training Unit and the University of Wales Trinity Saint David if your name or your address for correspondence changes).

1. Name of Learner: Lauren Riley

2. Learner’s University Number: 1708435

Address for Correspondence: 65 Iscoed,
					Llanelli,
					Carmarthenshire,
					SA15 4DA

Telephone: 07398814446

E-mail: lauziie-x@hotmail.com

Date of Professional Qualification: July 2016

Date of registration with Social Care Wales: July 2016



3. Name of Learner’s Agency: Child and Family Services 

Agency Contact details: 01792 635180

Name: Child and Family Services (West Pod 2)

Address: 	The Guildhall,
		Swansea,
		SA1 4PE
		
Telephone Number: 01792 635180 

E-Mail address: lauren.riley@swansea.gov.uk


4. The evidence I have provided within this portfolio is in:

Welsh only 		 Welsh and English 		English only 
Mentor’s details

5. Mentor’s details: 

Name: Helen Morgan

Address: 	Child and Family Services, 
		The Guildhall,
		Swansea,
		SA1 4PE	
	

Telephone Number: 01792 635180

E-Mail address: Helen.Morgan@swansea.gov.uk



	6. Observer details 

Name: Helen Morgan

Work Address:  as stated above

Professional Qualification and date of qualification: BSc Social Work 2008

Email and telephone number: as stated above




Signatures and Line Manager Verification
                                                                                                                                                      

CONFIDENTIALITY and PLAGIARISM – to be completed by the learner

All information provided in this portfolio complies with guidance on confidentiality.  I confirm that all work apart from comments by others (e.g. mentor, an individual using services, their family or carers) is all my original work and has not been copied. I understand that plagiarism is taken very seriously by the University and the programme.   

Signed:  _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  (Learner)

Date: _ _ _ _ _ _ _ _ _ _




 Feedback and comments from an individual using services, their family or carers  (Section 3} - to be completed by the Observer

I confirm that I am a registered social worker with knowledge of the learner’s area of practice and that the observation summary and the comments from the individual using services, their family or carers and/or carers above are about the same piece of practice that I observed on the date given.


Signed: ._ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  (Observer)

Date: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ 



 Line manager verification
Guidance:  This section must be completed and signed by the learner’s line manager or senior practitioner. He/she should be a registered social worker who is familiar with safeguarding work, can verify that the learner has been involved with the case evidenced in section 4 of the portfolio, and has also met all other required criteria listed.  

In this section, please confirm that you have seen sufficient of the learner’s work during the period they have been undertaking the Consolidation programme. If necessary, please consult with other managers that the learner has worked for. In signing this section, you are confirming that you are content with the:

1. level of supervision and mentoring support received by the learner 
1. learning and development undertaken 
1. reading and personal research undertaken 
1. level of knowledge and skills demonstrated 
1. understanding shown of the Code of Practice and National Occupational Standards 
1. core values of the learner 
1. content of the development plan within the portfolio 
1. work and commentary referred to within the portfolio, that it is the learner’s own work and based on current practice 

I confirm that this learner has achieved an appropriate level of professional practice. 

 LINE MANAGER VERIFICATION:
NAME OF LINE MANAGER: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
SIGNATURE OF LINE MANAGER.: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
[bookmark: _GoBack]DATE: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
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