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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:  25/03/2025

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).


For this assignment, I am required to critically reflect on an observed assessment undertaken under the framework of the Social Services and Well-being (Wales) Act 2014 [hereafter SSWWA]. The assessment was for a carer who I shall refer to throughout as ‘1’. It required the Local Authority to explore the impact of the caring role and any possible support available to sustain it. The objective was to carry out a strengths-based, person-centred carers assessment integrating social work ethics, the Social Care Wales [hereafter SCW], Code of Professional Practice (SCW, 2017) and promote the well-being principles from the Well-being of Future Generations (Wales) Act 2015 [hereafter WFG Act].  
Records showed that 1 was a woman in her 60’s living in a small village in rural Wales. 1 worked with her husband in addition to ad hoc work as a cleaner and gardener. She made the daily 5-minute drive to her mother who lived alone in order to complete jobs, offer company and ensure she was safe. 1 had a difficult relationship with her mother who she experienced as critical and demanding. However, she felt a duty to care for her as her only other sibling lived some distance away and could only visit once a month. 1 also shared that she had mental health difficulties.
I contacted 1 a week prior to the meeting in order to establish informed consent whilst respecting her preferences and busy schedule. I considered 1 might feel a similar sense of judgement during the observed assessment. I therefore reassured her that the observation aimed to improve my practice, not to scrutinise or judge her. I encouraged her to provide feedback via the observer, thereby prioritising ethical principles such as participation, dignity and informed consent (SCW, 2017). In line with the Welsh Language (Wales) Measure 2011 and the National Assembly for Wales (Official Languages) Act 2012, I established that she identified English as her first language and wanted our meeting and all written communication in English.  
(Word Count 329)





	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).

Donald Schöns reflective framework (2016), updated by Killion and Todnem (1991), offers a cyclical model of “reflection-before-action,” “reflection-in-action,” and “reflection-on-action”. I adopted this structured framework together with McClure’s (2002) reflective questions to deepen critical reflection of my communication methods and decision-making throughout the observed carers assessment.
Reflection For Action
As part of the ‘Active Offer’ (SCW, 2022), citizens indicate their language preference on first contact with our service. Acknowledging the important influence of cultural and linguistic needs, I applied the principles from the “More Than Just Words” plan (Welsh Government, 2022) by researching and acknowledging 1’s preferred language from the referral prior to our meeting. 1’s chose English, however, had she indicated Welsh as her primary language, I would have referred her immediately to a Welsh speaking Social Worker in line with the strategic framework (Welsh Government, 2022). Furthermore, recognising the importance of communication preference, I established that 1 responded more comfortably via email. Following Koprowska’s guidance on development of an effective ‘working alliance’ (2020, p21), I adopted a communication plan based on this preference, requesting she prepare written reflections before the assessment allowing time to organise thoughts and complex emotions.
In order to foster a sense of collaboration, validation and influence through joint decision-making (Warren, 2003), I explained how 1 and I would produce the assessment together. I observed 1’s emotional difficulty as a result of 1’s strained relationship with her mother through paralanguage as she paused more often seeming to have difficulty finding her words, lowered her head, cleared her throat and picked at the corner of the paper in front of her (Chandler and Munday, 2020).  At such times Koprowska (2020) suggests employing emotionally attuned and active listening strategies such as allowing time and space to let her speak and make notes, using  minimal ‘listener responses’ (Koprowska, 2020, p37) sitting with silence and validating the effort she was making in caring for her mother when she became tearful.  
Reflection in Action
During our meeting I noticed the pace of conversation slowed when discussing 1’s relationship with her mother; she looked down with more silence between questions. I sat with silence, acknowledged the emotional expense of caregiving and allowed for the development of rapport and trust (Koprowska, 2020). When the conversation turned to her hopes and outcomes she would like to achieve, 1 became more animated. I allowed her to speak uninterrupted, thereby fostering an unhurried environment and enabling me to ‘tune in’ to both her concerns and feelings but also explore her hopes and plans which Shulman (2016, cited in Koprowska, 2020 p53) highlights as a vital skill within outcome focussed, citizen centred social work 
Employing a mixture of open and closed questions (Koprowska, 2020), I facilitated a dialogue that was both structured and flexible. Her responses revealed the emotionally taxing nature of her role, particularly her feelings of being unappreciated and overwhelmed which she showed though delays in finding the right words.  However, I recognise I could have also summarised her points at more regular intervals in order to check the accuracy of my understanding (Koprowska, 2020). I attempted to mirror 1’s body language by leaning forward, mirroring hand movements and sitting back in the chair in sync with her which Koprowska (2020) suggests creates subconscious connection, increases rapport and signals empathy and trust. However, I recognise that this still requires conscious effort on my part. Larkin (2006) on the other hand, highlights that it is much more effective when achieved at a subconscious level and is an area I shall focus on developing through practice.  
In an effort to foster cultural sensitivity, I explored 1’s sense of identity as both a daughter and a carer. In line with Mantell (2013), this approach helped 1 clarify and articulate her strengths and needs. She later shared that preparing a written outline of her weekly routine helped her “see everything in black and white,” which affirmed my reflective preparatory work. I also recognised emerging risks. 1 appeared isolated and overwhelmed and I felt that without adequate support, her own mental and physical well-being might deteriorate.  I applied an outcome-focused approach in order to help 1 identify desired results such as respite, emotional support, and improved financial stability (Lindsay, 2013). We constructed a plan together which incorporated practical support and community connections thus working toward a strengths-based solution (Teater, 2014). 
The process of shared decision-making enabled 1 to retain control over her choices. I remained transparent about available services in order to manage her expectations while offering dignity and choice. This aligns with the values of the Social Care Wales Code of Professional Practice (SCW, 2017) particularly in upholding autonomy, integrity, and informed participation.
Reflection on Action 
Developed by Thompson (2016), the PCS model facilitates a holistic assessment considering the personal (or psychological), cultural and structural influences on someone’s life. Incorporating this model of analysis enabled me to engage and support 1 not just in her role as a carer but also her identity as an individual, a working woman, wife, mother, daughter and community member. Working together to map out her weekly routine allowed us both to visualise the weight of her responsibilities as a wife, mother and community member which she was able to see written down, her preferred method of communication and one which enabled her to internalise, reflect and accept her need for additional support. 
Using Schön’s reflection-on-action, I acknowledged that while I anticipated the emotional difficulties for 1, I underestimated how deeply financial pressure had compounded her sense of stress. In future, I would focus on economic stressors using theories which deepen my understanding of people’s situations such as Maslow’s Hierarchy and Bradshaw’s taxonomy of need (1972, as cited by Maclean, 2025).  
I also revisited ethical and legislative frameworks including the Well-being of Future Generations (Wales) Act 2015 and Fulfilled Lives, Supportive Communities (Welsh Assembly Government, 2007). The latter emphasises the need to address structural inequalities such as those caused by rural isolation. Unfortunately, on later reflection, I feel that age, gender and ethnic similarities between myself and 1 may have prevented me from deeper consideration of her subjective perspective and experience. I feel that deeper consideration of the interplay between intersectional elements specific to 1’s needs would support my understanding and thus enhance targeted and more effective communication choices in future.  Furthermore, despite consideration of her rural context, I feel had not fully considered the impact of the pandemic which had compounded pre-existing socioeconomic difficulties (Pugh and Cheers, 2010; Welsh Parliament Equality, Local Government and Communities Committee, 2020). Continuing a history of disconnect between indicators of measurement and experienced outcomes (Wallace, 2019) the Welsh Government have highlighted that shortfalls are still evident, particularly in relation to the reliance on unpaid carers (Welsh Government, 2020). This assessment reaffirmed for me that communication in social work is not merely a verbal exchange but a process of trust-building, validation and co-construction within a wider social context. 
Cited as the cornerstone of good social work practice by Howe and Gray (2013), I used supervision to reflect on the feedback provided following the assessment. The observer noted the warmth and structure of my approach, confirming that I had created a trusting and collaborative working relationship. In reviewing my communication approach, despite oversights in some areas already discussed, I was reassured that my pre-assessment planning, including identifying language preference and written communication choice, was particularly effective. 1’s engagement throughout the session, her openness and later her willingness to provide feedback, demonstrated the effectiveness of a participatory approach.
This experience has deepened my understanding of how to use reflective, rights-based, citizen-led approaches into my daily practice. I also ensured my practice was legally and ethically sound and reflective of both national strategy and 1’s need. Through preparation, sensitive engagement, and thoughtful follow-up, I feel I was able to co-produce a meaningful assessment with 1 using Donald Schöns (2016) model to facilitate deeper learning and professional growth.
Finally, critical reflection of the observed assessment confirmed the importance of considering language preference, social and cultural identity and emotional context when communicating. It enabled me to critically reflect on my own communication skills and validated my decision to tailor my approach to 1’s communication needs prioritising written methods and using active listening skills with empathy. I feel that my professional practice will benefit from this reflection as it has reinforced the importance and value of structured, collaborative assessment planning grounded in critical self-awareness.
(Word count 1400)
(Total Word count 1,729)











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?

	

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

	

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

	

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

	

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

	

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

	



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

	

	Are there any other comments or suggestions that you would like to make?
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