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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:  31/1/24 

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 aim of this intervention was to review the care and treatment plan (CTP), as Part 2 of the Mental Health (Wales) Measure 2010 highlights that all people who receive secondary mental health services have a right to a care and treatment plan. 1 had been struggling with her mental health in the previous months and required support from the home treatment team (HTT) who are a community based mental health team which aims to provide a crisis intervention in the community as an alternative to in-patient care (Cardiff and Vale University Health Board, 2024). 1 had been discharged back into the care of the Community Mental Health team, therefore appropriate to review CTP to identify what outcomes 1 wanted to achieve, and what support she required.  

1 is a 19-year-old woman, who lives at home with parents and siblings. 1 is a Welsh speaking individual, who lives in a rural area. It is important to acknowledge the rurality of where 1 lives as rural areas can affect individuals due to lack of public transport, access to services and lack of social activities (Pugh and Cheers, 2010). I have been supporting 1 to attend activities in the community to build social connections and confidence, however due to the rurality this provides an additional barrier for 1, beyond her mental health difficulties. 
I asked 1 for consent to have an observer present to review the CTP and explained that the observer was only there to monitor my practice. I acknowledged that this could be overwhelming for 1, therefore reminded her that it was her decision and there was no pressure for 1 to agree. However, 1 was happy to have the observer present. Additionally, the day before the visit I spoke with 1 to ensure she still remembered, or to see if she had changed her mind, 1 was still happy for the visit to go ahead. 

Word Count: 316










	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).

To prepare for this intervention, I discussed inviting an Occupational Therapist (OT) to the review. 1 had been having involvement from OT in the community mental health team (CMHT) for a couple of weeks, and it had been beneficial for 1. This is in line with the Social Services and Well-being (Wales) Act 2014 (SSWB(W), 2014). as one of the main principles of the act is to promote collaborations with other services and professionals to promote the well-being of individuals (Care Council for Wales, 2017). Additionally, 1 has built a good relationship with the worker, and they play a big role in supporting 1, it is important that the work they have done is discussed and reflected in the review. I acknowledged that this could be overwhelming as two other professionals would be present, and that it is 1’s decision. 1 agreed and wanted the OT to be present to review CTP.

‘More than just words’ is the Welsh Government Framework for the Welsh language in health and social care. The aim of the framework is to provide Welsh language services for those who need it, and to demonstrate that language is an integral aspect of the quality of care provided (Care Council for Wales, 2014). The SSWB(W), 2014). states that the ‘Active Offer’ is there to ensure individuals receive services in Welsh without having to ask for it and the Welsh language is as visible as the English language (Welsh Government, 2015). I had worked with 1 for a couple of months prior to this observation, therefore the ‘Active Offer’ was offered when we first started working with each other. 1 highlighted she prefers to communicate through the Welsh language, therefore that has been the language we communicate through. The OT and the observer also spoke Welsh, therefore this piece of work was conducted through the Welsh language. It has been highlighted that individuals who speak Welsh indicated they communicated more effectively when speaking their first language and found it difficult to express their views as effectively in their second language (Madoc-Jones, 2004). Therefore, it is vital as workers to consider individual’s language needs when communicating, to promote better outcomes for individuals. 

When we arrived at the home, I asked 1 again if she is still ok for my mentor to observe the visit, 1 happy still happy with this. We all had an informal chat on arrival, 1 had recently had a new puppy and wanted to introduce it to us. I believe it is important to have an informal chat, to making individuals feel comfortable, as I recognised that it could be overwhelming to have three different professionals in their home. We asked 1 where she would like us to sit, 1 decided around the table would be ok. I adopted Gerad Egan (1975) model for communication SOLER, it is a non-verbal listening process used in communication. Non-verbal communication is equally as important and is a highly influential form of communication (Healy, 2012). I ensured, I was facing 1 as I was communicating with her, and the other professionals. I also demonstrated open body posture to demonstrate interest and engagement. Eye contact is also important, ensured I maintained an appropriate level of eye contact to demonstrate my listening skills. I wanted 1 to feel comfortable therefore ensured I included everyone in conversation. As we discussed some sensitive topics, it was essential to utilise my listening skills. Healy (2012) states that listening is an important skill to build relationships and gaining a level to understanding needed to implement effective interventions.

The purpose of the visit was to review the Care and Treatment Plan. This provided the opportunity for 1 to speak for herself and to identify what outcomes she would like to achieve and what support she would like from mental health services. The interaction was 
positive for 1 as we built on her strengths and interest throughout. Strength based practice recognises that individuals have their own strengths and resources, and we should encourage them to use these to have choice over how they live their life (Pulla, 2017).
We reflected on the progress 1 has made in the last few months, and how this was mainly down to herself, finding the courage and resilience to overcome some of the challenges she has endured. I felt I was validating and empathetic about her feelings and the difficulty she has encountered. Demonstrating empathy is recognised as a skill, as it communicates, we understand individual’s concerns and how they feel (Koprowska, 2020). We went through all the outcomes in the CTP, and we concentrated on the positive’s and how much has changed in a year. 1’s confidence really came through during the review, and she was able to recognise her accomplishment and identify outcomes she wanted to achieve. 

We also reflected on the barriers 1 has endured, mainly around communication and how she has had difficulty communicating her thoughts and feeling to professionals, and family regarding her mental health. I have found supporting 1 challenging at times, due to her lack of communication, and honesty. I have found utilising supervision with manager to discuss the case to be beneficial. Research demonstrates that appropriate supervision can improve services available to individuals, and improve social work skills (Hair, 2013). By discussing the case with manager, it allowed an opportunity to receive guidance and advice. We established that 1 may not have the skills to verbally communicate her thoughts and feelings currently, and that I should utilise my creative skills to find other methods of communicating that would suit 1. As a result, before the visit, I printed out the previous CTP to remind 1 of her previous outcomes and to use as a guide, and a blank one that we would fill in during the session. This was done as I know 1 works better by visually seeing things in front of her and finds verbal communication difficult to follow at times. This is in line with Codes of Professional Practice section 2.3 actively supporting individuals to communicate their views and using their preferred method and language (Social Care Wales, 2017). 1 is creative and likes to use art as a way of communicating on occasions, therefore during sessions I try to use visual aid or use art to support this to make communication more comfortable and easier for 1. Additionally, I ensure I ask open questions such as “How have you been?” “Can you tell me more about that?”. Due to 1’s difficulty at times to express her thoughts or feelings, I have found using open questions more beneficial. Lishman (1994) highlights that using open questions invite a more comprehensive range of responses, and the individuals is free to choose how to respond. By asking open questions, it allowed 1 to have more scope to responds and then I can build on her responses, which helped me engage more effectively. 
To bring the session to the close, we briefly went through the CTP again and identify the outcomes 1 wants to achieve. It was important to do this, to ensure 1 understood everything was discussed today, and to give opportunity to add or change anything in the CTP. Explained the process to 1, that I would type this up and send her a copy through the post. I asked 1 what language she would like the CTP to be written in. 1 choose English, she explained that although she preferred to talk in Welsh, she prefers to read in English, I agreed that I would type it up in English to suit her preference. We agreed on a next appointment date and thanked 1 again for allowing the observer to be present. 

Reflecting on this observation, it made me realise how my communication skills have improve during my first year in practice. I found it difficult to engage in meaningful conversation with 1 at the start. However, by building on the relationship, and getting to know 1, I was creative in finding other ways to support 1 to engage and communicate her thoughts and feeling. As a result, it has helped my confidence in my abilities as a social worker. Although, all individuals are different this experience has supported me in other areas of my work. Due to the unpredictability nature of our work, I am sure I will face barriers in the future, however I am confidence I will overcome these barriers and continue to learn to be a better social worker. 


Word Count: 1412.









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?

	Mi oedd hi ar amser.

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

	Do, oni dallt bod chdi (Kimberley Roberts, mentor) yma i gwylio Tanya cyn y sesiwn. 

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

	Oni dim yn siwr be oedda ni neud yn y seswin cyn dod heddiw. Fysa wedi bod yn dda gwyvbod o flaen llaw. 

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

	Very. Roedd yr approach yn dda ac hawdd Dilyn.  Oni leicio bod yr CTP olaf yno fel guide. 

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

	Always.

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

	Dwi eisiau sesiwn yn Cymraeg ac Gwaith papur yn saesneg fel dwi dewis. Dim geiriau anodd yn cael ei defnyddio ac oni dallt bob dim. 



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

	Mae hi wedi diolch.

	Are there any other comments or suggestions that you would like to make?
	Dwi a mam wedi sylwi bod ni dim yn gweld Tanya mor aml a Home Treatment Team (HTT). Oni gweld HTT twice a week a dwi gweld Tanya bob yn ail wythnos. 
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