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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:  _ 4.2.2026 _ _ _ _ _ 

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).

Task 2

The observation will be a review of a care and support plan under section 54 of the Social Services and Wellbeing [Wales] Act (SSWBA) (2014), which places a duty on local authorities to review care and support plans. An initial visit has been conducted with the individual to build rapport.

The individual is a female in her late 80s, who is in a nursing placement on a permanent residential contract, which is in a rural area of Wales. The individual was previously independent at home. Following a fall at home, the individual self-admitted. The individual has OCD  and diverticulitis. The individual is known to mental health services, but opts not to have mental health input. Concerns have been raised regarding the individuals behaviour and an earlier review was requested.

Consideration will be given to the Welsh context particularly the rurality of the area, the significant change in her situation and the possible impact of this on the individuals life and well-being.

I will practice in line with the ‘Active Offer’ offering the review in the medium of Welsh.

Verbal consent was gained directly from the individual prior to the visit. The purpose of the follow up review visit and observation was explained, as well as the need for feedback at the end of the meeting. I will reiterate the provided information and re-ascertain that the individual is happy for me to be observed on the day. I formally recorded the obtained consent as a case note on the database.

To ensure anti-oppressive practice I will be mindful of possible power imbalances between the individual and myself, and the power imbalance from having two professionals in the meeting (myself, the observer). I will practice applying social work values including integrity and social justice whilst being aware of possible personal values that may arise during the observation.

Word count: 305.




	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).

Task 2

Following the observation, I reflected on my communication skills and methods, focusing on what worked well and considering areas that could be improved for future practice. The essay will also consider social work ethics, values and the Code of Professional Practice, as well as culturally and linguistically sensitive practice and the Welsh context.

During the observation, I ensured that I made no assumptions around the individuals preferred language, ascertaining that the individual still wished the visit to be undertaken in the medium of English. Upon initial contact with the individual, I ensured to offer the ‘Active Offer’ in line with the ‘More than Just Words’ framework (Welsh Government, 2012). Ranjan, Kumari, and Arora (2020) evidenced the importance of ensuring that the individual is communicating in their language that they are most comfortable in, as it aids better relationship building that contributes to effective communication. Specific communications needs were considered and established prior to the visit, which the individual self-reported that she did not have.

The individual advised that she felt that I talked to her in a way that she understood. To aid effective communication, I used appropriate language throughout the observation and avoided jargon. I practiced with cultural sensitivity, being aware of adaptions to communication for diverse backgrounds, ages, abilities, and literacy levels. Pomeroy and Nonaka (2013) suggested that simple, clear language aids affective communication. The use of jargon could cause a power imbalance and leading to the individual not being fully informed of the information provided due to technical jargon.

The transactional model of communication (Barnlund, 2017) was used to facilitate communication during the observation. This focused on the two-way process where both myself as the social worker and the individual are viewed as active participants, both the sender and receiver. This communication method emphasized the dynamic nature of communication, where feedback plays an integral role in understanding and adjusting messages of communication. This communication method was used through both verbal and non-verbal communication. This model allows the recognition of possible natural power imbalance of the social work role, attempting to mitigate this potential power imbalance by allowing the social worker and the individual’s communication to be guided by and influenced by each other. This communication method worked well, as it mirrored natural everyday communication, it allowed for immediate feedback for faster error correction, it promoted relationship building from enhanced understanding of context and shared meaning and reduced potential negative implications of power imbalance of social work processes and roles. The transactional model also promoted practice in line with the social work Code of Professional Practice, under section 3; promoting the well-being, voice and control of individuals and carers while supporting them to stay safe (Social Care Wales, 2017). The individual stated ‘I can talk to her about anything’ which indicates that the transactional model of communication worked well in achieving effective communication and relationship building. This further indicates that my communication method and skills during the observation established and maintained the trust of individual, which is in line with section 2 of the social work Code of Professional Practice (Social Care Wales, 2017).

During the observation, it was crucial to validate the individuals’ experiences by listening to her stories and understanding her viewpoints, which helped build rapport and trust. The individual demonstrated a love for Paddington Bear and also enjoyed talking about her past. To build rapport and get to know the individual, it was crucial to facilitate such discussions and use active listening skills and empathy. The individual evidenced the importance of this through her feedback; ‘it has been lovely to talk to her’, ‘she likes Paddington’, ‘ she is very respectful towards me and makes me feel I can talk to her about anything’.  Bullard and Grist (2014) evidences the positive effects building rapport has an engagement and trust with professionals, making difficult social work conversations easier when a rapport and trust is built. 
Although listening to stories and building rapport is essential, it is crucial to keep social work visits/meetings in line with the aim/goal of the visit. Social work visits/interventions often have time constraints to some extent due to heavy caseloads and the nature of social work interventions. After a period that was more informal for rapport building purposes, I was aware that the visit was to review the individual’s package of care and address the surfacing issues. During the review, I used the communication skill of assertiveness. The individual would repeatedly revert discussion back to her interests throughout the observation, which required a balance of assertiveness and sensitivity to bring the visit back to focus. Duckworth (2008) evidenced that appropriate assertive communication skills leads to outcome focused solutions. To achieve assertive communication, I ensured that my speech and communication was clear, direct, whilst also being empathetic but firm with the topics that needed to be addressed/discussed, ensuring mutual respect in interactions. The individual stated during the feedback, ‘she is very respectful towards me’, suggesting that the assertive communication incorporated the skills of empathy and sensitivity worked well to achieve effective communication and achieve the aim of the visit.

During the observation, I was self-aware, being aware of my own cultural values, beliefs, and potential biases, to avoid imposing them on clients and making assumptions. I used cultural humility during communication, approaching interactions with openness and willingness to learn from clients about their unique cultural perspectives, viewing the individual as an expert in her own life. 

Prior to the observation, concerns had been highlighted by the care home in regards to the individual’s behaviour. During the observation I attempted to address the concerns highlighted by the care home, to gain a better understanding of the current issues. To facilitate such discussions in a sensitive and person-centred way, I used the Signs of Safety (2024) strengths-based approach to gain an understanding of what the individual felt was working well and what was not working well/current worries. The individual did not highlight the same concerns that the care home had raised and felt that the placement was working well on the whole. This was an ethical dilemma that required sensitivity when discussing the issues raised by the care home, to ensure that the way in which I attempted to raise the concerns with the individual did not cause any further issues. In this instance, I used strengths based open-ended questions to try and facilitate open discussions about the aspects and areas that the concerns had been raised, which ensured no assumptions were made and provided opportunities for the individual to share information on the addressed areas that the care home had raised as concerns. Moving forward from the observation and to progress in addressing the issues perceived/highlighted by the care home in a person-centred way, I will look at mediation and conflict resolution, with the aim of acting as a neutral party to facilitate open and honest discussions, identify underlying needs, and a shared understanding. The individual was able to communicate her views, wishes and feelings clearly. My professional opinion is that an empowerment approach, empowering the individual in managing her care and support may lead to positive change and promotes human rights and social justice in line with the Social Work Code of Ethics (BASW, 2021), where minor concerns can be dealt directly in the future and bring about positive change for the individual.

At the end of the review, I used the communication skill of summarising, relaying the information/narrative that I had understood. This provided opportunity for correction, leading to a more accurate review. From previous practice and feedback, I feel that summarising highlights a person-centred approach and provides clarity and the sense/feeling of being heard/understood for the individual. Following on from the summarising, I asked the individual if they have any questions or any other things they’d like to discuss, providing a further opportunity for voice and control in line with the Social Services and Wellbeing [Wales] Act [SSWBA] (2014) whilst empowering the individual. 

Word count: 1,322.




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

	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 did she checked this out with me when she saw me last time, I told her I was happy for you to come along.

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

	Yes

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

	Very well, she is friendly and pleasant.

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

	Yes she has, she is very respectful towards me and makes me feel I can talk to her about anything. She has got a nice personality.

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

	Yes she did.



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

	Yes, it has been lovely to talk to her, I don’t see many people here and she likes Paddington.

	Are there any other comments or suggestions that you would like to make?
	No. But I think it is good that you people are observed every now and again and I am glad Elen said she will pop back to see me.
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