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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:  _10.02.25 _ _ _ _ _ _ _ _ _ _ _ _ 

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).

For this observation I will working with an 85-year-old gentleman completing his six-week care and support review. To maintain confidentiality, I will refer to the man as 1. Under section 145 of the Social Services Wellbeing Wales Act (2014) (SWW(W)A) Local Authorities have a duty to review current care and support plans to ensure that the current plan is meeting their identified needs.  For the visit, I met with 1 and his daughter in law 2 to review his care following his discharge from hospital, to discuss what is working well and if he feels that there is any further support he requires. 1 was discharged from hospital with an increase to his care calls. 1 is fiercely independent and wants to remain living in his own home and to be supported to do as much as he can for himself. 
As I was new to 1, I informed him via the telephone prior to the visit of the change in social worker and explained the visit's purpose, ensuring he was reassured why the change of worker and what we would be discussing. I gained his consent for the observation and clarified that my manager would be observing for my university training and could he provide honest feedback good or bad on the review. Ensuring compliance with the ‘Active Offer’ under the More Than Just Words framework (Welsh Government, 2022), I confirmed his preferred language was English.
	I gained further consent for the observation by calling in the morning of the visit to ensure everything was ok, and again when we arrived at the property. It was important to ensure that 1 felt comfortable and safe with having us in his home. I needed to be aware of how 1 would be feeling during the review discussing sensitive and personal information regarding his care, of which I needed to be respectful of. 
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	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). 

In this task, I will show how I used effective communication to support the intervention and identify the theories that back a strength-based, outcome-focused approach. I will also demonstrate adherence to the Code of Professional Practice for Social Care (CoPP) (Social Care Wales, 2017), which includes respecting and promoting the rights of individuals and carers, building trust, supporting well-being and safety, upholding integrity, and being accountable for professional development and work quality. In addition, I will demonstrate how I used social work values and ethics such as promoting 1 rights and working in a non-judgemental, anti-oppressive way to promote outcomes. I will also demonstrate how I used communication skills to work collaboratively with 1 and his daughter in law 2 to support the review process. 
	Firstly, I will explore the communication skills used and how this supported the intervention. Reith-Hall and Montgomery (2023) state that effective communication is key to social work practice in forming effective relationships with service users. That service users value social workers who are warm, respectful and empathetic towards them. These values are also set out in the CoPP (SCW,2017) of which underpin all aspects of my work. During the visit I ensured I had a warm non-judgemental, person-centred approach. I asked open ended questions such as ‘Tell me what has been working well with the care you have been receiving from the carers’ to support 1 in identifying what was important to him. I ensured I made good eye contact and repeated back what 1 was telling me so he was reassured that I was listening to him, and he was being heard. 
	1 is hard of hearing and I ensured that he could hear me, I didn’t want him to feel I was shouting or that he couldn’t hear me, so my voice level and tone was important. I also ensured that 1 had enough time to think about the questions allowing time and pauses for him to expand.  I used simple language without social work jargon. This ensured a relaxed approach where 1 felt at ease to engage in the conversation. 
	Whilst 1 preferred language was English, it was important to establish from the start and promote the ‘Active offer’ enshrined in the More Than Just Words framework (Welsh Government, 2022). This is important as individuals have the right to receive services in Welsh without asking for it. The use of the Welsh language should be promoted, this is not only important to support the individual’s identity but ensure that the service they receive is more accessible and they are able to participate to the best of their ability.  In addition, whilst 1 spoke English being Welsh and living in his local community was very important to him. I found having a good understanding of the local Welsh context including local areas, resources and knowledge helpful. I found this allowed 1 to open up and talk about what’s important to him including his values and beliefs. It built a rapport and a connection between me and 1. For example 1 would ask ‘do you know where XXX is’ and ‘tell me where XXX is. Knowing this information impressed him and his demeanour was relaxed and engaging. 
	In addition, having knowledge of local resources and understanding limitations of resources in the area was key. For example, 1 stated that he did not like the food, and he liked hot meals. I was able to discuss the local meals on wheels and signpost him to this service. Also, he was annoyed that sometimes the carers would be late, or a different care would come. Having knowledge of the rurality of the area suported me in informing and discussing the challenges of providing the care in rural areas. Whilst I did not want to dismiss how 1 was feeling I needed to be honest with what the challenges are, which provided 1 a better understanding of the situation. 
	Throughout the review I wanted to ensure that I had a non-judgemental approach. 1 was a character and he swore a lot during the review. I needed to reflect on this and not judge or assume that he was angry or hostile, this was his way of communicating. Having knowledge of the local area I had met many individuals that use similar language, and he uses swearing as humour but also to express how he was feeling. 
	Throughout the review I ensured I used a person- centred strength-based approach to support collaboration and partnership working with 1. This is a key principle of the SSW(W)A 2014 and supported 1 with his autonomy and decision-making, whilst identifying his care and support needs and outcomes. Caiels et al (2024) define the strengths-based approach as supporting an individual to identify strengths and resources within themselves and available to them, focusing on what they can do not what they can’t do. I did this by establishing what was working well, discussing with 1 his desired outcomes from the original assessment and identifying if these had been successful and if not what we could do to support this. For example, 1 was saying that he struggles to take his tablets out of the blister pack, we discussed with 2 what equipment was available to assist 1 with opening the packets so he could administer his own tablets. We discussed a reminder clock to alert 1 of the times of when he takes his medication. This supported what 1 could do, maximising his independence and autonomy. 
	Within the visit I used the narrative approach. Narrative approach is a theory that allows the service user to use their own words to describe their life, which supports the practitioner to get a better understanding of who they are and their values (MacLean and Harrison, 2015). This supported 1 to feel valued and respected. It also identified what was important to him including tractors and football. This approach supported the relationship building ensuring 1 felt heard. However, it did present a challenge. I found it difficult to balance the time for 1 to share his stories and the need to stay on track with the review. It came apparent that 1 missed his life, visiting and speaking with extended family. I presumed that because he lived with his son and daughter in law that he would not be lonely, this assumption was wrong of me and a reflection that I will take forward. Age Cymru (2018) state that in Wales loneliness and isolation is daily for many older people and more responsibility should be placed on Local Authorities to do more. Whilst I offered a befriending service, day centres and socialising opportunities are limited in that area. On reflection I feel that I should have discussed this further with 1 and 2 to determine what could be done to make 1 feel more included and integrated into his community again. 
	In addition, it was important for 2 to be included as part of the review, whilst 1 has care calls three times a day she carers for 1 ensuring his needs are met day and night. 2 was very informative and highlighted some of the difficulties that they have been experiencing. 2 reported that 1 can be difficult at time and can shout and get frustrated. They have tried lots of different ways to support but he is very stubborn. Considering this I needed to ensure that I had both empathy and compassion for both 1 and 2. I needed to ensure I was open and honest with both and sensitive to the complex dynamics of the family. On reflection It looks like 2 was experiencing carer burnout and needed some support for herself. What I should have done is offered her a carers assessment, I did not at the time, but following a discussion with my manager this was later offered and accepted as well as a referral to a carer service that can support with advice and emotional support. Under the SSW(W)A (2014) the Local Authority have a duty to assess carers for their own care needs and what support they may need to continue in their caring role. This is also integral to a holistic assessment for 1 and ensuring his care needs are met safely.  To further support the collaborative approach, I will also need to speak with 1 care agency, unfortunately they were not available to attend the review. They needed to provide information on how they feel they are meeting 1care needs and including what is working well and if there are any concerns. 
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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?

	‘Yes, I remembered that she was coming’

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

	‘Yes, she called me to tell me she was coming and that you were coming with her, and I thought what are you going to do? But I didn’t mind’

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

	‘Yes, I think so, she wanted to know if the girls that come here are any good. 1 of them can’t make waffles, I told her 3 minutes is not cooked’

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

	‘I’m not sure but she did a good job, not bad, I’ve seen worse!’ (laughing when he said I’ve seen worse))

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

	‘Yes, I hope she has’.

I asked if he felt that the social worker had heard what was important to him – reply

‘Yes she was pretty good’

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

	‘You don’t come from around here, she does, she knew the places



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

	‘Yes, she came and did her job, that’s it’

	Are there any other comments or suggestions that you would like to make?
	‘no she done her job, I’m happy with that’
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