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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:  _ _ _15/05/2026 _ _ _ _ _ _ _ _ _ _ 

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 visit with Citizen 1 was arranged to discuss concerns regarding their finances and right to live free from financial abuse, a key aspect of safeguarding adults in Wales. (Wales Safeguarding Procedures, 2019). As a social worker, I have a responsibility to act where there are concerns that an adult may be experiencing, or be at risk of, financial exploitation and establish whether any safeguarding action was required to reduce risk and promote well-being (Welsh Government, 2014).

Citizen 1 is an older person living alone in a rural village in Wales, following the death of their partner many years go. Due to the proximity of Citizen 1’s home, access to some services could require travel to neighbouring towns and Citizen 1 was reliant on family members for transport. Citizen 1’s preferred language was English; although had lived in Wales throughout their lifetime and as such, celebrated Welsh festivals and customs. Although living independently, Citizen 1 relies on support from both unpaid and paid carers to meet their daily needs. 

Citizen 1 had received a consistent package of care for several years without concern and had previously been assessed as having capacity to manage their finances, having demonstrated the ability to understand, retain, weigh relevant information and communicate decisions regarding finances (Mental Capacity Act, 2005). Concerns arose when non-payment to the care provider resulted in a significant debt.

In planning the visit, I discussed the concerns with Citizen 1, who requested that family members be involved. To support participation, a mutually convenient date and time was agreed for all. I explained that my practice would be observed by an experienced colleague as part of my professional development and reassured Citizen 1 that the focus was on observing my practice rather than assessing 1, to check that this did not cause anxiety or impact on their willingness to engage. Citizen 1 was informed that they could decline the observation without affecting the support they received and consent was provided.

To begin, I introduced myself and made the Active Offer of Welsh. This promotes dignity, participation and equality by enabling individuals to communicate in their preferred language (More Than Just Words, 2016). Citizen 1 identified English as their preferred language, and family members confirmed. Throughout the meeting, I regularly summarised discussions, checked understanding and invited questions to ensure Citizen 1 remained fully involved in the conversation.
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	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 (Social Care Wales, 2017). 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).


Daily, I am required to respond quickly to reports of a potential adult at risk. This often involves working with individuals whom I will have had no prior interaction. To communicate effectively, I need to quickly build rapport, trust and confidence, particularly when individuals may be distressed or confused. I do this through clear communication, explaining my role and concerns, and actively listening to their views and wishes.

Working in Wales, I have regard for the More Than Just Words Framework (Welsh Government, 2012) and the Active Offer (2012). This ensures that Citizen 1 is offered a service in Welsh without having to ask for it. This promotes voice, choice and control by enabling citizens to communicate in the language in which they are most comfortable. 1 identified English as their preferred language and confirmed that English was the primary language used within the family. Although no specific linguistic adjustments were required, discussing Citizen 1's Welsh identity ensured a culturally respectful approach.

During my initial telephone conversation, I quickly established that 1 required a face-to-face visit to support understanding and reduce communication barriers. Face-to-face communication can support engagement and understanding for adults with hearing loss (BASW, 2018) so I immediately identified that to support person-centred practice, 1 would benefit from an in-person visit.

During the initial phone call, I ensured that 1 was aware of the reason for my call, where I worked and what my role was as a social worker. 1 shared openly that there was complete trust in their family members in the management of their finances and if there were any concerns regarding any unpaid invoices, 1 would prefer for her immediate family to be present. Acting upon 1’s wishes, I immediately contacted family members and with 1’s permission, invited them to the meeting.

Given 1's mobility needs and hearing difficulties, a home visit was the most appropriate approach. This supported person-centred practice by enabling discussion in a familiar environment with family members present at 1's request.

Prior to the visit, I discussed the referral at length with my line manager and other experienced social workers within my team, drawing on their experience. Discussion was held regarding Empowerment Theory (Adams, 2008), emphasising the importance of supporting individuals to exercise choice and control over decisions that affect their lives. Applying an empowerment approach helped ensure that 1’s views and wishes remained central to the safeguarding enquiry, further supported by the principles of the Social Services and Well-being (Wales) Act 2014 (Welsh Government, 2014). We discussed the importance of establishing whether 1 had been supported to make choices regarding their finances or whether power and control had been exerted by others. Through these discussions and drawing upon BASW guidance, I recognised that I possessed the communication skills required to engage effectively; however, I needed to adapt my approach to accommodate 1’s hearing difficulties.

Gathering background information related to 1 and their family prior to the meeting, I became aware of significant involvement with local authority statutory services over a long period of time. It was increasingly important to ensure that the knowledge of this did not unduly influence my perception of the family or the situation that had arisen regarding their finances, remaining attuned to my own values and ethics as a social worker. The family's extensive history with social care presented a risk that previous information could influence my professional judgement. Reflecting on the principles of professional integrity and respect for human dignity within the BASW Code of Ethics (BASW, 2018), I consciously challenged my own assumptions and remained curious about the family's current circumstances. This supported a strengths-based and person-centred approach by ensuring that family members were treated with dignity and respect as individuals, rather than being defined by previous involvement with services. By focusing on contemporary evidence and direct engagement with the family, I was able to demonstrate respect for their lived experiences, uphold their right to be heard without prejudice, and promote fair and equitable assessment processes consistent with the values of social work practice (British Association of Social Workers, 2021).

At the start of the meeting, I reintroduced the observer and explained their role in assessing my practice. I checked that 1 and their family remained comfortable with the observation and reiterated that consent could be withdrawn at any time without affecting services. 1 appeared relaxed, joked about receiving “2 for 1”, and provided consent for the observation.

As the referral involved concerns over a serious amount of debt that had accrued and no response to letters chasing the arrears, I was also conscious of the importance of fully explaining the current situation and checking that 1 understood the circumstances surrounding their finances. Remaining mindful that 1’s family were directly supporting the management of finances, I was careful to balance explaining the situation, without making them feel they had misappropriated funds or could not get things back on track. It was clear through the meeting that 1 had complete trust in their family members to handle all financial aspects which highlighted the need to remain sensitive yet honest about the current situation. I also used powers of observation to understand whether 1 was actively involved in the management of their finances and had access to bank statements, outgoings and was provided with all the necessary supplies for daily living.

Through open discussion, it became apparent that the debt had arisen following changes to local authority payment arrangements, which the family had struggled to understand. Active listening and questioning enabled me to establish that 1 trusted family members to manage finances and that the issue resulted from misunderstanding rather than financial exploitation. Working collaboratively, we agreed an action plan involving support to establish appropriate payment arrangements, liaison with the finance team, and further checks with 1 and family members.

By utilising active listening and engaging in reflection-in-action (Schön, 1983), I was able to continuously assess the information being shared and adapt my approach throughout the conversation. This enabled 1 and their family to participate fully in identifying solutions, resulting in a collaborative action plan to address the debt. Agreed actions included supporting family members to arrange appointments with the bank, organising transport to enable 1 to attend the appointment and establish the necessary mandate, and liaising with the local authority finance team regarding the accessibility and clarity of debt-related correspondence. A follow-up was also agreed with 1 and their next of kin to ensure appropriate arrangements were in place to manage finances and meet daily living needs. This approach reflected strengths-based and person-centred practice by focusing on partnership working and empowering 1 and their family to resolve the situation.

At the end of the meeting, I summarised the discussion, confirmed agreed actions and checked everyone's understanding. Based on the information gathered, I concluded that 1 was not an adult at risk under the Wales Safeguarding Procedures (Social Care Wales, 2019), as there was evidence that their needs were being met, they retained awareness of their finances, and the concerns arose from administrative misunderstanding rather than abuse or neglect. This reassurance appeared to reduce anxiety for both 1 and their family.

My decision-making was informed by the values and ethics of social work in Wales, particularly respect for dignity, participation, empowerment and professional accountability, as outlined within the Social Care Wales Code of Professional Practice (Social Care Wales, 2017). These principles helped ensure that the individual's rights, wishes and well-being remained central to the safeguarding process.

On reflection, I do believe that my use of active listening encouraged engagement; however, I could have explored 1’s understanding of their finances earlier in the conversation rather than relying initially on information from family members. This would have better promoted empowerment by ensuring that 1’s knowledge, views and decision making remained central to the discussion, fully embracing Empowerment Theory (Adams, 2008) and voice, choice and control underpinning the Social Services and Well-being (Wales) Act 2014 (Welsh Government, 2014).

Discussing potential financial abuse was challenging because trusted family members were directly involved in supporting 1. Raising concerns about financial management risked causing distress or defensiveness and could have affected engagement with the safeguarding process. I was also mindful that 1 may have found it difficult to express concerns openly in the presence of family members. This required me to balance professional curiosity with sensitivity, ensuring safeguarding concerns were explored respectfully whilst maintaining positive relationships. On reflection, I recognised the importance of creating opportunities for 1's views to be heard independently, promoting dignity, respect and professional integrity in line with the British Association of Social Workers Code of Ethics (British Association of Social Workers, 2021).
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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, everything went to plan” 

	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 told us on the phone and then it was talked about again before we started and when we were meeting each other”



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

	“We had had quite a few conversations, so we knew why we needed to meet”

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

	“Oh she was well prepared. She knew exactly what was needed and was able to make sure we understood what we needed to get done with the building society”


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

	“I was dreading it. We have had social workers in our own lives and with our children. This time it was different, and I think she understood the difficulties we were having”

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

	“Oh she has been very clear about the things we need to do and the information we need to get from the bank. We just need to get mum to understand this now so we can get back on track”



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

	“Oh like I said, we have had some difficult times with social workers and I was getting worried but she has just given us the chance to make things better. We fully understand the concerns that you lot have and its good to have the help rather than feel made to feel we have done things wrong”


	Are there any other comments or suggestions that you would like to make?
	“Not really I don’t think”
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