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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:  16th September 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).

A referral has been received from the Police following Mother (1) ringing emergency services in the early hours of the morning with concerns that there was someone inside her property. The family reside in a small urban community within Wales. When Police arrived, both 1 and child (2) were in the street in their pyjamas, officers raised concerns in respect of 1’s mental health, noting that 1’s presentation was very erratic with possible concerns that 1 was under the influence of drugs or alcohol. Officers also raised concern in respect of home conditions with cat faeces noted to have been seen in the property and in 2’s bedroom. 

A proportionate assessment will be undertaken in line with the Social Services and Well-being (Wales) Act 2014 (SSWBWA) to explore the concerns raised within the referral. Consent will also be gained to complete direct work with 2 and to speak with professionals involved with the family. I will aim to use a person-centred approach to ensure that I listen to the family’s views of the information that has been received and to ensure that the family’s voice is heard throughout the visit. I hope by using a strengths based and solution focused approach, 1 will be empowered to identify strengths in the families situation and any supports they may find beneficial alongside exploring the worries identified within the referral.

Consent was sought a week prior to the observation for the visit to be observed.

Consideration will be given to the cultural needs of the family including their language. By reading previous case notes and assessments I am aware that the family identify as White Welsh and are Welsh speaking. I will therefore ensure to make the ‘active offer’ in Line with ‘More than Just Words’ (Welsh Government, 2012) which will ensure that the assessment is undertaken in the language of family’s choice. 

Word Count: 310 words

References: 

National Assembly for Wales 2014 Social Services and Well-being (Wales) Act 2014 [Online]. Available at: https://www.legislation.gov.uk/anaw/2014/4/contents (Accessed 17 August 2024)

Welsh Government (2015) More Than Just Words, Delivering the Active Offer, Information Pack, Social Services and Social Care. [Online]. Available at: Active offer information pack – Social Services and Social Care part 2 english (gov.wales) (Accessed 20 August 2024)





	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).

As described by Howe (2009), good communication is essential in maintaining effective working relationships with service users and professionals. During this observation, I feel that it was not only verbal communication that I needed to be mindful of when working with the family but also my body language and the importance of actively listening to 1 so that her wishes and feelings were fully explored in line with the Code of Professional Practice (CoPP) (Social Care Wales, 2017). 

Prior to the visit I contacted 1 on the telephone to arrange a convenient time to visit and to gain her consent for the visit to be observed. On arrival at the family home, I introduced myself and my supervisor to 1 and again explained why I was being observed and ensured that 1 was still in agreement for this to take place.

1 asked if we could sit in the lounge and I explained that we could hold the conversation wherever she felt most comfortable. I asked if 1 would like me to take off my shoes as felt that this displayed respect to 1 and her home. As described by Koprowska (2010, p.65) “Being invited into someone’s home is a privilege and should be undertaken with respect”. I ensured to allow 1 to sit down in her position of choice and asked if I was able sit on the sofa next to her. My hope was to be able to create an environment that 1 felt comfortable in so that her wishes and feelings could be fully understood. I also felt by sitting next to 1 and on a sofa on the same level, this could attempt to reduce any power imbalances 1 may have felt between myself as a social worker and 1.

I ensured to pay attention to my body language and positioned myself facing 1 so that she would clearly be able to hear conversations that were being held and would be able to see my face while I was communicating. By facing 1 I felt that I would also be able to observe 1’s body language and any facial expressions she was to display for example I would be able to recognise through 1’s facial expressions if 1 had not understood something that I had said or if 1 was unhappy with something I had discussed.

1 advised that she had been feeling very nervous prior to the visit, I feel by establishing respect and the building of rapport with 1 at the earliest stage, 1 appeared to relax in my company. As such, I feel that I was able to build a positive and trusting relationship with 1 from the offset which led to 1 talking honestly and openly about her current situation and the difficulties she was facing. As Howe (2009) suggests, the quality of a social worker – service user relationship is particularly important in situations where one party is anxious or distressed.

Once sat down, I immediately ensured to undertake the ‘active offer’ to ensure that all conversations would be taking place in 1’s language of choice in Line with the Welsh Language (Wales) Measure 2011 and ‘More than Just Words’ (Welsh Government, 2012). This ensured that 1 was not discriminated in any way on the basis of language. On reflection, I feel that I should have made this offer during initial telephone conversations as 1 advised that she did speak Welsh but was happy to hold conversations in the English language. I explained that I would be able to access a translator as unfortunately I had limited knowledge of the Welsh language, however reflected on the fact that this would have taken time to arrange and may have meant that the visit would need to be rearranged and would have been dependent on availability of accessing a translator.

Maternal grandmother (3) was also present during the visit so I ensured to ask 1 if she was happy for conversations to take place infront of 3 which 1 was happy to do.

I began the conversation by clearly outlining the reasons for the visit and exploring the information that had been received within the referral from the Police. I ensured to speak slowly and clearly and summarised sentences as the conversation progressed. I ensured that the words and language I used did not contain technical phrases or jargon to ensure that 1 fully understood what was being discussed. 

I found that 1 spoke very quickly and on times jumped from one conversation to the next making it very difficult to keep up with and make notes of what she was saying. On reflection, I feel that I should have explained to 1 during introductions that I would be writing notes and that at times I may need to pause a conversation to make sure I was able to document important information that we had discussed. I did reflect on the fact that perhaps I was missing important non-verbal information as would be losing eye-contact with 1 whilst I was writing notes. By using a person centred approach I ensured that 1 could see that I was actively listening to her views whist further considering my use of body language by nodding and maintaining eye contact at all times throughout the conversation. 

By using a strengths based and solution focused approach, 1 was empowered to share her views wishes and feelings in line with the principles of the Social services and Well-being (Wales) Act 2014 and The Code of Professional Practice (CoPP) in respecting and promoting the rights, views and wishes of family members and professionals. 1 was encouraged to recognise her existing strengths and networks of support which included the support from her 3 who was present in the meeting and also 2’s school. During all conversations, I feel that I was truly working in partnership and collaboration with 1 by supporting her to identify her own needs and goals which meant that 1 was able to feel that she was playing an active role in the implantation of any plans and support identified. As described by Thompson (1997, p.240) “a partnership approach is used to refer to the need to ensure that practice is premised on working with clients, towards mutually agreed goals, rather than doing things for them”. 

At the end of the observation, I summarised and paraphrased what we had discussed and the agreed next steps to ensure 1’s understanding. I gained 1’s permission to contact 2’s school to ensure relevant information was shared and gathered which would lead to a holistic view of the families needs. Consent was also gained to undertake direct work with 2 at school. I advised 1 that I would update her following conversations with school, thus ensuring I was communicating with 1 in an open, honest and straight forward manner in line with the Code of Professional Practice (CoPP). 

I ensured to practice in a non-judgemental and anti-discriminatory manner throughout the observation. I did however, on reflection, feel that I had made a pre-judgement as to how home conditions would be presenting based on the information contained within the Police report. During the visit I was surprised to find that the home conditions were in fact extremely good. I reflected on how different professionals may hold different viewpoints and standards in respect of home conditions. 

At the end of the conversation, I advised 1 that as part of the assessment process I would need to contact 2’s father (4). This created a dilemma as 1 did not agree with 4 being contacted as the child was not currently having any contact with 4 and the relationship had broken down between 1 and 4. 1 felt that by contacting 4, this would cause increasing difficulties for herself. I was aware by contacting 4, this could cause difficulties for 1, however I had to explain that as 4 has parental responsibility, 4 would also have a right to be aware of the information that had been received in respect of 2 and to gain his views.

1340 words
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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 Kathy arrived at exactly the time arranged.

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

	Yes Kathy contacted me in advance and asked if someone could come with her to observe her which I gave permission for.

Yes Kathy explained the reasons why she was being observed and this was as part of her development.

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

	Yes Kathy explained the reason why she was visiting.

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

	Kathy was well prepared as she knew all the information from the referral and had also considered previous information.

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

	Yes Kathy was very attentive when I was talking and took my views and wishes on board respectfully

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

	Kathy asked both me and my mother if we would prefer for conversations to be held in welsh but we were both happy to speak in English.  Kathy spoke very calmly and clearly and summarised our discussions so I knew she had listened carefully.



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

	I was dreading this visit so was very nervous but Kathy put me at ease immediately and reassured me.  This is not something I was expecting so I would say that Kathy exceeded my expectations

	Are there any other comments or suggestions that you would like to make?
	Both my mother and I feel that Kathy was a lovely lady, we felt at ease to speak openly and honestly and she has changed our preconceptions of social workers
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