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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:  12/05/2026_ __ 

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).



This task reflects on a visit with an older adult who had recently returned home from a residential placement, which was observed by an experienced social worker. The social work objective of this visit was to review and assess whether the new care package continued to meet her needs and personal outcomes following her return home from residential care. The review was in line with section 54 of the Social Services and Well-being (Wales) Act 2014 (SSWBA), which places a duty on the local authority to prepare and maintain care and support plans and keep them under review. 
Although 123 lives within a predominantly Welsh-speaking community, English is her preferred language as she had relocated from England to Wales several years ago. During initial involvement with 123, the Active Offer was given and 123 confirmed that English was her preferred language. Her language choice has subsequently been respected in accordance with More Than Just Words (Welsh Government, 2022). Respecting her preferred language supported participation and enabled her to express her views comfortably, contributing to person-centred practice. 
I obtained consent several days before the review took place during a telephone conversation. The purpose of the observation was explained to 123, including the process of collecting feedback following the observation. Consent was sought again as we arrived at her home, and again she confirmed she was happy for the review to be observed. 
Consideration was given to the possible impact of the observation on 123, as she may have felt anxious which could have impacted on her ability to fully participate during the review due to another professional present. To minimise this impact, the purpose of the observation was fully explained, and 123 was provided with the opportunity to decline if she did not feel comfortable to proceed. These steps aimed to gain informed consent whilst promoting voice and control. 
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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. 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 critically reflects on my communication methods and skills during an observed review. The SHARE model (Maclean, 2018) guides my reflection, drawing on communication theory, relevant legislation, and the Social Care Wales Code of Professional Practice (CoPP). 
The first element of the SHARE model is “SEE”, and here I will critically reflect on my non-verbal communication skills. According to Tyuse and Berg-Weger (2023), effective non-verbal communication skills can help facilitate dialogue as individuals may feel more comfortable sharing their experiences and feelings. I sat on a chair near where 123 was seated, at an appropriate distance. I ensured that my body language was open, keeping my arms uncrossed and my posture slightly leaning forward. I maintained appropriate eye contact and used responsive facial expressions, including smiling and nodding at appropriate times. These non-verbal behaviours aimed to help 123 feel comfortable and encourage her to share her wishes, thoughts and feelings. These behaviours appeared effective as 123’s body language was relaxed, she appeared comfortable and smiling, and she contributed largely to the discussion.
Whilst I maintained good eye contact throughout most of the review, reflection highlighted that looking down to take notes occasionally disrupted the flow of communication. Although taking notes was essential for accuracy, it may have reduced opportunities to observe subtle non-verbal cues and maintain a natural flow of communication. Moving forward, I aim to further develop my ability to balance notetaking with engagement and communication.
The second element of the model is “HEAR”, which will focus on verbal communication. During this observation, I used a combination of open and closed questions. Tyuse and Berg-Weger (2023) suggest that balancing these questioning techniques is an effective communication skill, as open questions encourage individuals to share their experiences, while closed questions can confirm information and details. This method promoted 123’s participation and enabled a deeper understanding of her experience since returning home from residential care. For example, open questions such as “how have you been since returning home?” encouraged 123 to describe her experiences. In contrast, direct questions allowed me to confirm aspects of the package of care, such as “are the carers attending at the agreed times?”.
Active listening was another key communication skill that was used. Thorley (2024) suggests that active listening helps individuals to feel heard and respected, whilst enabling social workers to gain a deeper understanding of their experiences and needs. I demonstrated active listening skills by allowing 123 to speak without interruption and using paraphrasing and reflection to check my understanding. This supported 123’s participation and helped ensure her views were heard accurately. This proved effective when I paraphrased back to 123, as she corrected my understanding after I had misunderstood who she was referring to. This highlighted the importance of checking my understanding and how paraphrasing and reflecting can reduce misunderstandings and improve communication.
I also used silence to support communication during this review. Rather than offering answers to 123 if she didn’t respond immediately, I allowed her time to think about her responses. Reflecting on this, silence seemed effective in allowing 123 to consider her responses and express her views at her own pace. This supported meaningful participation and supported person-centred practice as 123 was able to communicate her experiences and what matters to her.
I was also mindful of the language used throughout the review. I communicated in her preferred language in line with the principles of the More Than Just Words (Welsh Government, 2022). I also used clear, jargon-free language and checked her understanding throughout the review. I believe this enabled her to participate fully in the discussion and express what matters to her.
The third element of the model is “ACTION”, which focuses on the actions taken during the observation. During the review, 123 expressed a wish to cancel one of her daily calls from carers. Instead of immediately agreeing to the request and moving on, I explored this further with her, in particular, how her needs would be met without this support. 123 explained that her son would provide care instead of carers. To ensure the decision was informed, I asked whether she had discussed this with her son, as he had previously told me he would not be able to offer this support to his mother.
I explained my concerns, and we worked together to reach a decision. We agreed that I would confirm the proposed plan with her son before making any changes to the care and support plan. This demonstrated a co-productive approach, whilst keeping 123’s voice central and ensuring that any decisions were based on accurate information. This approach reflected principles of the ‘voice and control’ within the SSWBA. 
Whilst I professionally challenged 123's proposal to reduce support, I was mindful not to dismiss her views or impose my own perspective. Instead, I used questioning to explore the proposal and worked collaboratively with 123 to identify a way forward. Trevithick (2012) highlighted that effective communication is central to developing collaborative relationships that support participation and partnership.  I was also mindful of potential power imbalance within the professional relationship. By involving her throughout and agreeing on the next steps together, I aimed to minimise this power imbalance and ensure that her voice remained central.
Upon reflection, this interaction highlighted the importance of balancing empowerment with professional responsibility. While it was important to respect 123’s wishes and her right to make decisions about her care, I also had a responsibility to ensure she could make an informed decision. By respectfully challenging her proposal and exploring how her needs would be met without this support, I encouraged her to consider the potential implications of reducing her care package. This discussion enabled 123 to reflect on her decision and agree that I should confirm the proposed plan with her son. I believe I demonstrated person-centred practice by supporting 123’s autonomy whilst using professional curiosity to facilitate informed decision-making, rather than following her request without question or influencing her choice.
The fourth element, “READ”, focuses on how preparation and knowledge informed my practice. Before this review, I reviewed 123’s recent case notes and assessments to ensure I was up to date with any recent changes. I also spoke with the care provider to gain their perspective on how 123 had settled and whether they had any concerns. Gathering information from those providing direct care and support to 123 on a day-to-day basis gave me a better understanding of her current circumstances and informed the discussion during the review. While this information was valuable, I was mindful that it reflected only their perspective. The review allowed me to compare this information with 123’s own experience and views, ensuring her voice remained central to the assessment and decision-making process.
I also revisited relevant legislation, including the SSWBA and the Mental Capacity Act 2005, to ensure that my practice was legally informed. This reinforced my understanding of my role in supporting 123 to make informed decisions. As 123 had capacity to make decisions about her care and support, my role was not to make decisions on her behalf, but to provide relevant information, explore the implications of her choices, and support her in reaching an informed decision.
The final element of this model is “EVALUATE”, which provides an opportunity to reflect on my communication throughout the observation. Reflecting on this observation, I believe I demonstrated communication skills that enabled me to work effectively with 123, given her willingness to openly discuss her experiences, express her wishes, and correct my understanding when I misunderstood part of our conversation. This suggested that she felt comfortable communicating with me and confident enough to challenge my understanding where necessary. Throughout the review, I aimed to communicate in a way that promoted trust, partnership and person-centred practice. I also believe my practice reflected the CoPP, as I treated her with dignity and respect, listened to her views, and supported her to make informed decisions rather than making them on her behalf (Social Care Wales, 2017). Overall, this review has strengthened my understanding that effective communication is vital in building trusting relationships and supporting person-centred social work practice. It has also reinforced the importance of listening, exploring options collaboratively and supporting individuals to make informed decisions that reflect what matters to them.
 To conclude, this essay has critically reflected on the communication skills used during an observed review of an adult’s care and support plan following her return home from a residential care home. It has highlighted the importance of effective partnership working and reflective practice when assessing needs and working collaboratively with individuals and other professionals.
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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?

	
Yes 

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

	Yes and Yes 

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

	Yes- to see how carers are going. 

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

	Yes 

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

	Yes- helped me with coming home from XXX (residential placement).

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

	Yes- clear, she talks good English. 



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

	Yes 

	Are there any other comments or suggestions that you would like to make?
	She’s very good at her job. 
Very kind with me. Helps with bits and bobs. Very Sweet, very nice of her to come and see us and check we’re ok, she doesn’t have to. You only have to ask and she’ll do it. She’s good. 
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