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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:  _ 11/09/2024_ _ 

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).


SPoA (Single Point of Access Team) is a telephone-based service therefore the observation of practice was completed via the telephone. I made contact with Adult 1 for permission beforehand, and we agreed that they could take time to decide whether they would consent given the difficulty of communication via telephone. During this, I explained the reasons for observation and that feedback would be gained by my observer. I explained that this was not an observation of them and that this was to support me and my learning going forward and that even if the feedback was negative, this would be okay as it would help to improve my knowledge and skills. Once my observer and I were ready, I called Adult 1 who consented to the observation. At this time, the Active Offer (Welsh Government, 2015) was offered however Adult 1 declined this offer. Adult 1 resides within an urban area therefore there are services around them to support. They have advised that they also reside close to their own family members for support. The family is of white British ethnicity and there were no language barriers with this particular family.

A SPoA Assessment needed to be completed with Adult 1 following children’s services receiving numerous referrals from North Wales Police (NWP) raising concerns for Adult 1’s alcohol use, mental health and domestic abuse. Adult 1 is the main carer for two children therefore, threshold needed to be determined to ensure that the children were safeguarded appropriately. Part 3 of the Social Services and Wellbeing (SSWBA) (2014) Act places a duty on local authorities to assess the needs of individuals for care and support. My County’s Referral and Assessment (2017) policy states that SPoA have a primary aim of supporting children needing care and support and their families, as well as protecting children from harm through effective safeguarding. Therefore, the SPoA assessment would help me to determine whether further intervention is required with the family or whether their needs can be met through community services. 

Word Count – 335 words.





	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). 

Observation

A number of anonymous and police referrals were received to the Single Point of Access (SPoA) team following concerns of Adult 1 being intoxicated, concerns of domestic abuse and mental health concerns. Within SPoA, as it is telephone based, we have to rely on the spoken work as we cannot rely on body language as we are not seeing them. It can be difficult at times to complete these assessments over the phone as it can be difficult to decipher what mood the person is in and we are unable to pick up on little things that we would usually notice if we are seeing them face to face. I ensured that I was in a quiet place with no background noise when having my discussion. I try to ensure that my tone of voice is friendly and the initial welcome is important to build rapport straight away. According to Mehrabian’s (1971) 7-38-55 rule, he states that the spoken word equates to 7% of communication, tone of voice is 38% and body language is 55%. 

As stated above, consent was gained beforehand. I explained to Adult 1 that I was needing to be observed and that it was about me and my learning and that Adult 1 themselves, were not being observed. Adult 1 consented to the observation. Adult 1 was asked what their preferred language was and the Active Offer of Welsh was offered however this was declined (Welsh Government, 2015). Although they declined for the observation to be completed in Welsh, I do feel from personal experience that it is important to have this choice. I understand the importance of being able to choose the language that you are most comfortable in and also, I feel that if we are able to offer their preferred language, this helps to build rapport and trust with individuals (Social Care Wales, 2017).  The Welsh Government (2012) within their More than Just Words highlight that the Welsh Language should be of the same status as the English language and services should be offered in Welsh if this is needed or possible. 

It was clear from reviewing the history that Adult 1 has struggled with alcohol use, mental health and domestic abuse has been a feature within past and present relationships. I chose this call because I had previously completed phone calls and SPoA assessments with Adult 1 and although it was the same concerns raised, I felt that the family were now in need of care and support despite previously declining this (SSWBA, 2014). As I had previously made calls to Adult 1 regarding other referrals, the rapport had already been built. The family have quite a significant history of involvement with children’s services with the children previously being placed on the child protection register due to concerns of neglect and emotional harm. 

Prior to making contact with the Adult 1, I reviewed previous referrals and assessments that had been completed with the family. Checks were completed with substance misuse services (SMS), housing, education and the community mental health team (CMHT). Whilst completing these checks, I found that Adult 1 has previously received support through SMS and they were referred to an alcohol misuse service for ongoing support. In discussion with this service, I found that Adult 1 had an assessment upcoming and following this, if support was required they would be placed on a waiting list of around 6 months for this to start. Adult 1 was open to the CMHT for ongoing support. Housing raised numerous concerns and the family had only recently moved to the area following ending their tenancy in a different urban area of the county.

[bookmark: _GoBack]Domestic abuse is defined as any type of threatening, controlling or violent behaviour within a relationship (National Society for the Prevention of Cruelty to Children (NSPCC), 2021). The NSPCC (2021) highlight how witnessing domestic abuse can be harmful and emphasise the importance of children having a stable and safe environment to grow in by ensuring that the abuse stops.  The Welsh Government (2020) state that there can be a link between domestic abuse and Adverse Childhood Experiences (ACEs). It is highlighted though that many of these individuals can go on to lead healthy and productive lives. Alternatively, the Welsh Government (2020) state that some of these victims can suffer long term consequences of their trauma experiences that can continue into adulthood. 

This observation allowed me to gain an opportunity of conducting a ‘What Matter’s discussion’ in co-production with Adult 1 regarding her children (SSWBA, 2014). The assessment would allow me for to asses the safeguarding risks involved and the impacts on the children. The SSWBA (2014) discusses co-production and the Wales Safeguarding Procedures (2019) helps to determine the potential outcomes with families, along with working collaboratively with them. Within this observation, I was asking Adult 1 questions around their strengths and what they would like to achieve, using a person centred approach. Social Care Wales (2019) state that person-centred social work means ensuring that the people who use the service have a strong voice on matters that affect them. It also includes working in partnership with individuals and recognising that people are the experts in their own lives. Similarly, Maclean’s (2017) Citizen’s Focussed Theory fits well which relates to finding out what the individual wants to achieve, how they can do this and it also involved including family or friends to get a wider picture. It’s important to ask open and closed questions to gather the information that is required for us to make appropriate decisions. Within SPoA, we must rely on verbal communication such as listening as we cannot rely on non-verbal communication which is a disadvantage within this team (Hall, 2006). 

Sometimes we can work collaboratively if families are in agreement however, in safeguarding some families do not want to be co-operative which leads to not being able to be collaborate. I try as much as possible to work in partnership and include people in discussion but I have to safeguard and follow the Welsh Government (2019) legislation if there are safeguarding concerns for the children. In this instance, after discussion with Adult 1 and following completing my checks, I felt that threshold was met for further intervention. Adult 1 did not agree, not did they consent to a social worker completing further assessment, however, due to the number of recent concerns around alcohol use, domestic abuse and mental health, I felt that the children’s voices and their daily lived experience needed to be gathered to ensure that there are no further risks towards the children (SSWBA, 2014). This appears to be one of the difficulties with SPoA, in that communication on the phone can be challenging therefore using our professional judgement is important to make decisions. 

Reflecting on the observation, I feel that this went well. Adult 1 did become unsettled when I was being open and honest about recommending that a social worker was allocated however, once it was explained what my reasonings were, Adult 1 did appear to calm down. I was able to understand and listen to Adult 1’s views and wishes however, due to the nature of the concerns raised and the threshold for further intervention being met under the All Wales Safeguarding Procedures (2019) and my county’s threshold policy (2023), this bypassed their views and wishes. I would state though, that I did find it difficult to collaborate with the CMHT due to having difficulties gaining information from them to help inform my assessment. 

The team I am in communicate primarily by telephone though in this situation it may have been more helpful to complete this discussion in person. It is my county’s policy (2023) to make contact with the family by telephone first should there not be any significant safeguarding concerns. I am also seeing that there can be some real issues around communicating by telephone and how well my skills can develop. 

Word Count – 1,348 words. 

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?

	The social worker did contact me and I was able to talk to her when I wanted this to happen. 

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

	Yes I gave the social worker permission to use my case. 

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

	Yes the social worker was clear about the reasons she was calling. 

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

	She was very prepared and had read my history. 

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

	I did feel listened to but I wasn’t sure I agreed with the decision of the assessment. 

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

	Yes I understood everything clearly. 



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

	I felt I could have an open conversation with the social worker. 

	Are there any other comments or suggestions that you would like to make?
	Nothing I can think off. 
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