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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:  20/02/2025

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).


Under the Social Services and Well-being (Wales) Act 2014, I conducted a visit to a young person receiving support under a Child in Need of Care and Support (CINCS) plan. The young person had recently relocated to this local authority from a major urban city to live with his uncle through a family-led arrangement. Previously, he had been involved with Children’s Services under a Section 47 Child Protection investigation (Children Act 1989) due to concerns of extra-familial harm. The transferring social worker assessed that the move had sufficiently reduced the risk, allowing the case to be managed under CINCS.

The observation being discussed was the initial introductory visit to the family. The primary objectives of this visit were to develop a comprehensive understanding of the circumstances surrounding the young person’s relocation, to assess the immediate safety and wellbeing of all involved, and to identify any presenting risks. Additionally, the visit aimed to explore any unmet needs within the family unit and to consider the potential for appropriate service provision to support the family’s overall functioning and stability.

The young person was of Black Nigerian heritage and was living in England and was reportedly struggling to adjust to life in Wales. His previous social worker noted feelings of isolation and being overwhelmed. The visit was intended to explore how I could support him in settling into his new environment.

During a phone call to arrange the visit, the uncle gave consent for direct observation. As the young person was present during the call, I asked the uncle to confirm whether he was also comfortable with being observed. I was mindful that this was my first contact with the family and that the young person was experiencing significant change and stress. I considered that the presence of an additional observer might be overwhelming. This concern was discussed with the observer beforehand, and he agreed to withdraw if the young person showed signs of distress.

References:

· Children Act (1989), [Online], Available at: https://www.legislation.gov.uk/ukpga/1989/41/section/47, [Accessed 23/03/2025].

· Social Services and Well-Being (Wales) Act, (2014), [Online], Available at: https://www.legislation.gov.uk/anaw/2014/4/contents, [Accessed 23/03/2025].

Word count: 322




	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).



This essay will critically reflect on the communication skills and methods I used during the direct observation and will explore how I effectively adopted a person-centred approach, as well as integrating social work ethics and values, as well as the principles outlined in the Code of Professional Practice (Social Care Wales, 2017). Additionally, I will assess the influence of the Welsh context on both the service user and my professional practice. Research emphasises the fundamental role of communication in engaging people, illustrating that the quality of communication directly affects the type of relationship formed and the individual's access to and involvement in the service (Cooper, 2008; Roose et al., 2009).  Effective communication skills are fundamental to upholding the Code of Professional Practice (COPP) and aligning with the key principles outlined in the Social Services and Well-being (Wales) Act 2014 (SSWBWA).

Given that this was an initial visit, establishing a positive first impression and employing effective symbolic communication were crucial. To demonstrate respect for them and their home, I inquired whether the family preferred us to remove our shoes and asked if they had any seating preferences.  When visiting people's homes, it is important to consider various cultural practices, as removing shoes before entering a home is often intertwined with expressions of respect and hygiene. Upon reflection, I recognised that this behaviour is instinctive for me, as it is rooted in the values imparted to me through my upbringing. When invited to sit down I positioned myself between my observer and the young person to facilitate effective eye contact and demonstrate active engagement with his contributions.  

While the uncle exhibited a warm and welcoming demeanour, the young person's non-verbal cues, particularly body language and facial expressions, clearly conveyed feelings of anger, distress, and frustration.  Recognising these emotional cues in the young person allowed me to determine that I needed to prioritise understanding the source of his anger and distress. To allow him to communicate this, it was essential that I try to establish a good working relationship, developed a rapport and built trust with him, this is supported by research by Sinclair (2002), Davies (1994) and Beresford (2012), (as cited in the Open University, 2016a). The researchers highlighted the importance of collaborative working (learning outcome two), gaining trust and building confidence, making service users feel valued, maintaining honesty and transparency, ensuring consistency in actions, adopting a non-judgmental approach, actively listening, and demonstrating respect and dignity in all interactions. These are all in line with the COPP as well as the key principles of the SSWBWA and my own personal value base and what I hoped to demonstrate throughout the visit.

Before the visit, I reviewed the section 47 report (Children Act 1989) prepared by the previous social worker to ensure a comprehensive understanding of the case.  The report indicated that professionals believed the young person had undiagnosed additional learning needs, which affected his ability to comprehend and process information. As a result, he appeared to be functioning at a lower developmental stage than expected for his age.  Accordingly, my communication strategies needed to be adapted to align with the comprehension level of a younger audience. Welbourne's (2012, as cited in the Open University,2016b) research on communication with children highlights the importance of adapting interactions to align with the child's pace and developmental stage. However, during the visit, I remained mindful that the suggested learning needs had not yet been formally diagnosed, and no assessment had identified exactly what his needs were.  Consequently, I aimed to tailor my approach to meet his needs while ensuring that I did not come across as condescending or patronising. This required me to complete an ongoing analysis and assessment (learning outcome one) reading his body language and expressions, verifying his understanding through his responses, using paraphrasing techniques, reflecting back what he has said and using my professional judgement (learning outcome three). This approach enabled my practice to remain person-centred, thereby ensuring that I was effectively addressing the needs of the young person.

Thomson (2002, as cited in the Open University 2016a) and Koprowska (2020) identified that an effective communication skill involved in engaging and exploration with a family includes the need for practitioners to be clear on their role and the purpose of the conversation. Therefore, I began by clearly outlining my role and the objectives of the visit, which included understanding the circumstances surrounding the move, ensuring safety, identifying the family's unmet needs, understanding what matters to them and their expectations for the visit.  This aligns with the COPP, the fundamental principles of the SSWBWA and supports collaborative working (learning outcome two). I began by asking the family open ended questions, aiming to elicit more detailed responses and to try to ensure they felt heard and understood. On reflection I realise that as the family began to open up, I instinctively applied active listening skills to demonstrate that I was fully engaged in the conversation and listening to understand rather than merely to respond. Ensuring that I asked clarifying questions, paraphrased, empathised, and used positive body language, as identified by O’Bryan (2022). 

This communication style proved effective, as the young person openly expressed his frustrations and anger regarding his situation. Heron (2001, as cited in the Open University 2016c) emphasised the significance of social workers developing proficiency in accepting and managing expressions of anger. When reflecting on this visit I considered the importance of providing young people and their families the time to explore their feelings, as the person might be testing my reactions to determine whether they can trust me. I have found that allowing the expression of negative feelings in a safe manner has led to increased trust, confidence, and participation from the individuals I support (learning outcome two). This is consistent with the principles outlined in the COPP and the SSWBWA. However, as the discussion progressed, I recognised through continuous analysis and assessment (learning outcome one) that the conversation was becoming increasingly negative, shifting from a productive exploration of feelings to a rant, with the young person repeatedly revisiting the same points. Therefore, I shifted to a closed questioning style and began using motivational interviewing and solution-focused techniques (Souders, 2019; Ackerman, 2017) to steer the conversation towards a more strengths-based approach, aiming to identify aspects of the situation that the young person could control and change. Upon reflection I realise that my initial focus on understanding his feelings and ensuring engagement led to a slight loss of control over the conversation. There is a delicate balance between allowing expression and preventing the conversation from becoming overly negative. 

The young person’s anger primarily stemmed from his relocation from England to Wales, with him emphasising that he is now in a different country.  This issue was further exacerbated by the prominence of the Welsh language, him identifying signs in Welsh, and the regional differences in mannerisms and expressions. In Wales, there is a duty under s.6 (2) (c) of the SSWBWA and The Active Offer – More than Just Words (Welsh Government, 2022) to offer services and communication in Welsh, which should be done from the outset.  However, based on my analysis (learning outcome one) and professional judgement (learning outcome three), I concluded that offering him services in Welsh would likely increase his stress and anxiety, as the use of language was contributing to his sense of isolation. This conclusion is supported by research conducted by Gast and Patmore (2012). Therefore, I provided reassurance that, despite Wales being a bilingual country, all support services can be offered in English, or I could ask for translation into Nigerian if this was preferred.  The intention was to strengthen his connection to the community and support his sense of belonging.

This reflection on the direct observation has highlighted the significance of maintaining a person-centred, tailored approach when communicating and providing support to young people and their families.  It is essential to consider and respect cultural and regional practices globally and understand how these practices intertwine with personal and professional values, as well as the COPP and key principles of the SSWBWA. It has also drawn attention to the dilemma of adhering to Welsh Government guidance while recognising the potential impact this has on individuals we support.  Reinforcing the necessity for continuous analysis, assessment, and professional judgement, as well as the ability to interpret body language and emotional cues, with the objective of fostering trust and confidence to enhance collaborative working.
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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?

	The social worker arranged the visit, allowing sufficient time to get to the family residence, taking into account potential traffic. The social workers time keeping is exceptional with all visits, respecting the potential anxiety that families may feel with a pending social work visit.

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

	The social worker made initial contact with me (paternal uncle) outlining the purpose of the visit and the referral that was received by the initial local authority. In this conversation the social worker clearly explained that she would be accompanied by her Practice Lead who would be observing the interactions during this first contact. The social worker also added that the initial visit was of the up most importance, and the observation came second to this. the social worker asked if the family were happy with this arrangement.

The social worker also highlighted that due to her being a newly qualified social worker such observations were crucial too their professional development.

On arrival the social worker also clarified that we were happy with the observation taking place, explaining the purpose again to the young person.

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

	The social worker clearly explained the information that had been shared with them from the initial authority, specifically highlighting the worries, and why the initial social worker deemed the move necessary to keep the young person safe.

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

	The social worker was very well prepared; they had read the most recent assessments and attended the initial meeting where the worries and vulnerabilities were clearly laid out. They also had the opportunity to understand the reasons on why the move was considered good enough to remove the risk. This knowledge was essential to understand the non-recent risks, and any unmet needs moving forward.

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

	The Social worker clearly listened and respected the frustrations of the young person being moved away from his immediate family, his friends and his familiar surroundings. However, the social worker clearly understood their role and reiterated that this was not down to her or the previous social worker, respectfully challenging this, and providing positive examples for the move, how it would benefit them and how they could support them.

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

	The social worker spoke clearly and confirmed that what she was saying was understood, directing all contact to the young person with the aim for them to feel more included and empowered. 

The social worker also was mindful not to use any local ‘slang’ or phrases that the young person may not fully understand, taking into account that the young person was not local to the area that they now resided in.



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

	It is considered that this was an excellent initial visit. The social worker remained respectful to the young person’s frustrations throughout. The social worker clearly reiterated that initial worries and vulnerabilities that had been raised so that they could add weight to the reasons why this initial visit was being undertaken.

It is understood that although the frustrations remained for the young person they felt listened to and willing to engage and ‘make the best of the situation’.

	Are there any other comments or suggestions that you would like to make?
	The social worker is already a very able practitioner, and the quality of their practice has been seen in numerous different situations. This more formal observations only cemented that opinion.
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