Version 1_Cohort 15 
[image: ]

GRADUATE CERTIFICATE in Consolidation of Social Work Practice
LEVEL 6 - 60 Credits
BMPF6044


LEARNER PORTFOLIO
(PORTH AGORED and UNIVERSITY OF WALES TRINITY SAINT DAVID)


	Learner’s name: Salina Dempsey.

Email address: 2419783@student.uwtsd.ac.uk

Learner’s University Registration Number: 
2419783

Cohort: 21 onwards


 





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:  2/7/25_ _ _ _ _ _ _ _ _ _ _ _ _ 

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 purpose of this observation is to review community support with the team manager, myself, 1, and her mother. 1 is currently in receipt of community support; however, this has been paused by the team manager due to frequent cancellations. The aim is to explore whether 1 wishes to continue with support and, if so, what outcomes she would like to achieve.
1 has care and support needs under Part 4 of the Social Services and Well-being (Wales) Act 2014. The Welsh Government’s National Outcomes Framework (2022) promotes an outcome-focused approach, prioritising what matters to the individual rather than services or processes. This supports meaningful, lasting change and aligns with the Code of Professional Practice for Social Care (2017), which requires social workers to respect individuals’ views and promote their rights and interests.
1 is a Welsh, English-speaking young woman with additional needs, living in a semi-rural coastal town in Wales with a predominantly older population (XXX Borough Council, 2021). The observation will take place at the Local Authority offices to reduce distractions. 1 lives with her mother, grandmother, and three dogs. Home visits are often chaotic, and 1 becomes easily distracted. Her mother and grandmother tend to dominate conversations, making it difficult to focus on 1’s views and goals. 1 has a free bus pass, good access to local bus routes, and is able to attend the meeting easily.
Consent was obtained via phone. I explained that I am completing my Porth Agored and that the observer would observe my communication with 1. The observer will also ask 1 to complete a feedback questionnaire. 1 agreed and gave verbal consent.
The observation may positively impact 1 by helping her feel more in control of her support and increasing her confidence in decision-making. 1 feels comfortable with the observer, who was her previous social worker, and knows the team manager. Her mother will also be present for support. 1 enjoys engaging with professionals and thrives when given responsibility.

Word count: 328






	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 aim of the observation was to support 1 to understand why community support was paused and to support her to identify outcomes she wanted to achieve and if community support could assist her was successful. 1 expressed that she wants support in a volunteering role. 1 will be supported by her mum and grandmother to find a volunteering position, previous opportunities were offered by social services but 1 did not engage.   

1 lives in an area where over a quarter of the population speak Welsh (Welsh Government, 2024). 1 identifies as Welsh, she attended a bilingual school and been exposed to Welsh language throughout her life. 1 was offered services in Welsh during her first assessment but declined, her first language is English. It is essential that conversations and assessments are conducted in an individuals preferred language to ensure understanding, accurate communication (Pomeroy and Nonaka, 2013). This is particularly important for 1 as she has a learning disability which affects her understanding and communication.  

In Wales, the Welsh Language (Wales) Measure (2011) ensures the Welsh language has equal status to English, giving individuals the legal right to access services in Welsh. This legislation places a duty on local authorities to ensure services are available through the medium of Welsh. The Welsh Government’s policy ‘More Than Just Words’ (2022–2027) strengthens this, providing practical guidance to embed the Welsh language within health and social care settings. A key element of this policy is the Active Offer, which ensures that services in Welsh are provided, without individuals needing to request them. Principles of the Active offer are that individuals are treated with respect and dignity when they can access a service in their own language. The Active offer supports trusting relationships and improved communication to achieve outcomes for individuals (Welsh Government, 2022). The principle of the active offer is also embedded in Code of professional Practice (2017) “actively supporting individuals and carers to communicate their views and preferences using their preferred method and language” (Social Care Wales, 2017, 10). 

I am not a fluent Welsh speaker, if 1 accepted the active offer, she may face a delay waiting to be re-allocated to another Social Worker. Currently, a third of Social Workers within the team that speak first language Welsh. This may mean a delay in accessing the service. 

Language barriers including jargon and dialect differences can impact assessments and communication (Lishman, 2020). Following the Ukraine war, our service assessed several families with interpreters, but Pollock (2022) warns that different dialect may cause confusion and limit responses. He stresses the need for social workers to identify dialect differences and use dialect-specific interpreters to ensure accurate, person-centred assessments.

Individuals with a Learning Disability often have difficulties communicating and struggle interpreting what is being said (Foundation for People with Learning Disabilities, 2016).  Using a person-centred approach with 1 I spoke slowly, used simple language and gave her time to process the information (Social Care Wales, 2017). The use of jargon in social work has been criticised by Judge Lea for alienating and causing confusion to individuals (Silman, 2015). Again, this highlights the importance of the use of language in social work. 

I selected a small meeting room with comfortable chairs and a low table to create a relaxed and welcoming environment to try and make 1 feel comfortable. 1 can become anxious and verbally aggressive if she feels she is being confronted. Having cancelled the support, she may have felt she was nervous about discussing it.  I am aware that having three professionals in the room could be intimidating so I encouraged mum to attend to support 1. I used a warm and friendly approach during the informal introduction and explaining the purpose of the meeting. SCIE (2023) highlights that meaningful relationships are central to successful outcomes in social work. It notes that when professionals connect with individuals in a respectful and empathetic way, it leads to better communication, trust, and collaborative problem-solving.  

I wanted to obtain if 1 understood why the support was paused. 1 shrugged and said, “I’m not really sure.” I then asked how many times she had received support from Community Support. 1 estimated “two or three times.” When I asked how many times she had cancelled, she again shrugged and said she wasn’t sure. I clarified with the manager of community support that out of 13 scheduled sessions; she had cancelled 11. 1 was using non-verbal cues, shrugging her shoulders and looking away, embarrassed. I changed my approach to encourage 1 to engage in conversation. I asked open questions about the support “what did you do during your support session?” Supporting people to have voice and control over their support is a key principle of the Social Service and Well-Being Act (SSWBA) (2014). Therefore, I ask 1 if she would like to continue with support, she did. By asking 1 this I am promoting her autonomy to make decision and have control over her care and support (Social Care Wales, 2017). I reminded her that the original aim of Community Support was to support her mental and physical health, and that frequent cancellations meant those outcomes weren’t being met. The code for professional practice places a responsibility on social workers to ensure that we work individuals in ways that maximise their well-being and active participation (Social Care Wales, 2017).

Arnstein’s Ladder of Participation (1969) highlights levels of decision-making involvement (Lauria and Slotterback, 2020). In this observation, 1 was supported to express her views and shape her support, reflecting a 'Partnership' level where power is shared. Through active listening and open questioning, I facilitated a collaborative process aligned with citizen power and the Social Services and Well-being (Wales) Act 2014.

Throughout the observation, I used active listening technique giving 1 space to speak, noticing non-verbal cues, and paraphrased her comments to clarify meaning. I sat with an open posture and put my note pad down to be fully present.  Initially, I took notes, but I later put my notepad down to be fully present, demonstrating respect and empowering 1 to feel listened to (Social Care Wales, 2017). Ryan (2011) explains that showing respect helps build strong relationships in social work because it encourages trust, helps people feel valued, and makes it easier to work together and make good decisions. 1 became distracted shifted the conversation to her interest of attending her youth theatre group. Taking professional responsibility to ensure we focused on the purpose of the meeting; I respected 1 by answering her questions then guided the conversating back to community support. 

1 expressed a desire to learn bus travel, but after reflecting on her previous 16-week support, she recognised she had already achieved this goal. I praised her progress and encouraged her to set new outcomes using an outcome-focused approach (Social Care Wales, 2017). She showed interest in volunteering, and we explored suitable roles. It was agreed that she, with support from her mum and grandmother, would identify an opportunity and inform me so I could liaise with community support. This collaborative approach promotes well-being, voice, and control (Social Care Wales, 2017).

Throughout the meeting, I maintained positive non-verbal communication—nodding, maintaining eye contact, and using a warm tone. These cues reinforced empathy and created a safe, welcoming environment. My friendly approach helped build trust, which is essential for effective intervention and collaboration, in line with the Code of Professional Practice (Social Care Wales, 2017), which emphasises honesty, dignity, and respect for preferences, culture, language, and rights.

Reflecting on this observation, I recognise the importance of adapting my communication style to meet individual needs—not just in terms of language, but also emotional readiness and engagement. While I was able to support 1 in identifying her outcomes, I noticed that she became distracted at times and struggled to remain focused. In future, I would consider using visual aids or a structured agenda to help maintain attention and support understanding. I also realised the value of pausing note-taking to be fully present, which significantly improved our connection. This is something I will consciously apply in future meetings.

  
 Word count: 1347. 




	








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. The social worker is always 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. 

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

	Yes. To discuss community support.

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

	Very prepared. 

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

	Yes she listened to what I would like.

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

	Yes, if I don’t understand I ask the social worker to break it down and she does in a ay I can understand. 



	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?
	The social worker listened to what I wanted and suggested different ways to achieve my outcomes. 
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