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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: 25/05/2023 
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).

A carers assessment was completed in partnership with Citizen 1, this took place in a hospice setting, based in a city in North Wales. Citizen 1 is the main carer to her husband who is receiving palliative care. Citizen 1 reports she is experiencing carer burn out. The objective of the carers assessment is to identify how the caring role is impacting on the carer, this can involve looking at the physical and mental impact of the caring role (Carers Wales 2024). I telephoned Citizen 1 and greeted her using the Welsh and English language, this approach promotes Welsh Language Measure (2011) and the ‘Active Offer’ which ensures the Welsh language has equal importance to the English language, and both languages are equally visible (Gov.Wales 2015). Citizen 1 verbally consented to the observation during the initial contact. In preparation I considered how my practice being observed may impact Citizen 1. I have taken actions that include; ensuring Citizen 1 had the information they needed to make an informed decision and informed her she could change her mind at any stage. I explained the purpose of the observation and that she would be approached for feedback, and she could opt out. I informed Citizen 1 that my observer will take notes, but they will be based on my practice not on our conversation. 

During the observation, the social work objectives complied with the Code of Professional Practice for Social Care (2017) (CoPP, 2017). The CoPP, (2017) provides clear guidance on professional conduct and what is required of practitioners when practicing in the Welsh social care sector. Due regard was given for the main principles that underpin the Social Service and Well-Being (Wales) Act (2014) (SSWBA, 2014) which consist of voice and control, prevention and early intervention, well-being, co-production and multi-agency working. The principles set out objectives which Social Workers in Wales must abide by to ensure service delivery encompasses a person-centred approach.

Final word count – 321. 



	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).

The role of a hospice social worker can vary; tasks include pre- and post-bereavement support for families, support for patients with advanced care planning, and liaising with other professional bodies in relation to patient and family support needs (CCI, 2023). Another role is to complete carers assessments. The observation took place within a therapy room at the hospice; this is the service provision and the norm. Although this suited Citizen 1 as she was familiar with the environment and did not associate any negative feelings with the hospice it might not be suited to everyone's needs. Koprowska, (2020) notes visiting a person's home can support building a greater picture of the person's life and what they may be struggling with, it also provides opportunities to observe relationship dynamics within the home. On reflection, giving people choice of venue would make the process feel less formal however, this is not hospice procedure and, could be argued that it is not person-centred practice. 

There were positives to having the meeting at the hospice; the atmosphere could be controlled, and any external factors did not impact privacy to support communication. Baker, (2003) categorises communication as the exchange of information, verbal and nonverbal and the variety of ways this information is transmitted and received in an effective way. The atmosphere was calm and relaxed, refreshments were offered and there was time and space for Citizen 1 to get comfortable while we had an informal discussion to break the ice. Koprowska, (2020) refers to these activities of communication as setting the scene. Not engaging in such behaviour could have caused Citizen 1 to form distrust towards me. On reflection, I felt the assessment went well, Citizen 1 appeared at ease and the conversation went at her pace with gentle prompting. This worked well when Citizen 1 needed space and time to process her emotions. 

In preparation for the observation a communication model was selected to help guide and support the intervention. Smale et al., (1993) developed three models of assessment, the Questioning Model, the Procedural Model and the Exchange Model for the purpose of this observation, I endeavoured to apply the Exchange Model. This model was chosen as it emphasises the importance of the individual being the expert of their situation and the importance of empowering them to identify solutions through supporting them to recognise their own resources (Maclean and Harrison, 2015).  In Wales, the SSWBA (2014) provides carers with identical rights to those they care for (SCW, 2017). On reflection, by utlising this model of communication and adopting a person-centred approach I could practice in way that also promoted the 5 principles of the SSWBA, (2014) and uphold the CoPP, (2017) ensuring the carer had voice and control over the assessment process. Supporting Citizen 1 to successfully identify her strengths and where to get support at this difficult time in her life. 

Although the Exchange Model was selected, I identified elements of the questioning model. This model is used to get specific answers from the person and reflects the worker's agenda,it was used due to risk of carer break down and specific information was required to assess the level of risk to carer and husband. The procedural model was also present. This model is used to gather information to identify if the person meets the criteria to access other hospice services such as therapy and support groups; the use of this model reflected the agenda of the organisation. It was identified, internal resources could provide respite from her caring role. On reflection this was a difficult conversation to have however, Citizen 1 advocated for herself effectively and I only provided occasional prompting to ensure required information could be gathered. 

Other communication skills utilised during the observation included active listening skills, leaning forward, nodding and maintaining eye contact were essential to conveying empathy and demonstrate listening; these skills had a positive impact on Citizen 1 as she felt comfortable to share her views (Voinea and Strunga, 2020). Another skill of active listening is paraphrasing this was used throughout the observation. This involves reiterating Citizen 1’s words in a concise way which provides opportunity for further clarity and demonstrates understanding (Voinea and Strunga, 2020). I asked Citizen 1’s permission to take notes before doing so, they were happy for this to happen. Koprowska, (2008) states when notes are taken by the practitioner during an intervention the person could either feel listened to having their words recorded or alternately, might find it to be a barrier as eye contact is broken. Furthermore, note taking during an intervention can risk non-verbal cues being missed (Koprowska, 2008). On reflection, the note taking was not a barrier, I found it beneficial, and it captured a concise and factual record of events which supported me to formally record the intervention later on. 

A necessary part of Social Work practice is to reflect on my own values and beliefs to enable anti-oppressive practice; it is important to consider how my personal experiences can impact interventions; it is good practice to challenge my own assumptions to avoid any stereotypes or a one size fits all approach (Sagepub, 2014). In addition, Social Workers registered in Wales must uphold the values set out in the Code of Professional Practice for Social Care (2017) to promote anti-discriminatory and anti-oppressive practice. On reflection, I did consider Citizen 1’s life experiences and their own values and beliefs to help inform outcomes. I considered Citizen 1’s wider context such as social factors including family and friends and local community and the influence this has on her life. Social Workers practicing in Wales need to engage with social and wider contextual issues to ensure interventions are effective and empower the person (Open Edu, 2016). Social Workers engage with societies marginalised groups who may have experienced issues such as poverty and discrimination (Open Edu, 2016). Carers are considered a marginalised group, the Office for National Statistics (2023) estimate 5.0 million Welsh residents 5 years and over provided unpaid care in Wales and England during 2023. The caring roles can impact different aspects of their life including practically, financially and affecting their emotional and sometimes physical health and well-being (Action for Carers, 2024). 

Wales is a devolved nation, Wales has powers to create its own legislation and policy in social care (Tarrant, 2022). One such law is The Welsh Language (Wales) Measure 2011 which formally recognises Welsh as having equal importance to that of the English language (More Than Just Words, 2022).  According to WCVA, (2017) the hospice itself, is not legally obligated to adopt any sort of Welsh language scheme due to being a third sector organisation. However, the hospice does aim to provide services in Welsh as it operates within a Welsh city where many patients and families are Welsh speakers.  

Citizen 1’s language preference for communication was English and therefore, the Welsh language was not used on this occasion. However, it is important that practitioners employed by Welsh social services must follow the More Than Just Words strategic framework and ensure they are making an ‘Active Offer’ to all people who access services; I adopted this to my own approach to practice at the Hospice. The principles of the Active Offer are to ensure the responsibility of providing services in Welsh are on the providers of social care, and not on the person accessing social care services (More Than Just Words, 2022). For the observation, opting to greet Citizen 1 in Welsh and providing resources in a bilingual format ensured the ‘Active Offer’ was provided competently. 

There are several benefits to embedding the Welsh language into practice; service user  Gwenon Prysor (2015) stated: “The effect of using the Welsh language was that people felt at home, that someone would put their story across clearer”. Enabling people to express themselves in their first language can lead to better outcomes as effective communication can take place, which is a fundamental element of completing assessments of need. People receiving services in their first language are more comfortable expressing sensitive issues and can more easily participate in the assessment process (More Just Word, 2015). At the hospice, there were a number of Welsh speakers who could provide translation and there was a translation service that could be used. On reflection, it would be useful to have a list of Welsh speakers as it is not always known who to call upon. 

Final word count - 1,399. 

	



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, Natasha was prompt and on time.

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

	Yes. Natasha asked for my permission, and I knew why she was being observed. 

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

	Yes. I knew that I was coming to see what support I can have as a Carer. The social worker explained this to me beforehand.

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

	I think that the social worker knew what she was talking about. It wasn’t very strict, and I felt able to say what I needed to and ask what I wanted to ask. 

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

	The social worker listened to what I was saying and gave me advice and answered the questioned that I asked.

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

	Yes. The social worker was nice and made me feel comfortable. She was clear and explained things, so I understood.



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

	Yes. I wasn’t sure what I expected but I’ve found it helpful. The social worker didn’t make me feel overwhelmed and made a plan with me, so I know what’s happening next. 

	Are there any other comments or suggestions that you would like to make?
	I felt reassured after today’s appointment that I know that support is here for me. I would feel able to contact the social worker in the future.   







Observer Feedback

Throughout the session the social worker was personable, professional, and immediately put the Carer at ease. The session was well structured, and it was evident that the social worker had undertaken appropriate preparation. At all times I observed the social worker to practice in an anti-oppressive and non-judgmental manner. The social worker demonstrated active listening evidenced through paraphrasing and allowed the Carer an open and safe space to communicate her needs. During the session when the Carer became visibly upset, I observed the social worker respond in an empathetic and sensitive manner that gave validation and reassurance to the Carers distress.  The social worker demonstrated a sound knowledge base of local services and as such was able to signpost effectively. I observed the social worker to consistently display open body language, maintain appropriate eye contact and verbally engage in a reassuring and calm manner. At the end of the session the social worker skilfully and helpfully summarised the discussion that had taken place and ensured that the Carer was aware of the future plan and next steps to accessing support. As I undertook the feedback element following the session the Carer commented on the positive experience that she had received and confirmed that she felt comfortable and reassured by the social worker throughout the session. The Carer remarked that she would feel confident and comfortable to access support from the social worker in the future. 

Jodie Murphy
L4 - Registered Social Worker 
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