

Task 2

Observation of Practice
Observation Summary 

Please include name of the expert witness observing in learner’s details section of the portfolio.

Date of observation:  18/02/24

	
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).

Objective

[bookmark: _Hlk177054622]I chaired a meeting for an adult at risk to identify a complex need. The assessment process involved the provision of an innovative package completed according to Social Services and Well-being (Wales) Act 2014 requirements. In addition, despite being comfortable in conversing in the medium of English, information was also provided in Welsh as per Welsh Measure 2011 and More than Just Words, Care Inspectorate Wales [CIW], (2023) and requirement of Social Care Wales [SCW], (2019).  This was done to conform with good practice standards as well as ensuring that the authority carried the responsibility of an ‘active offer’.  

His family members were of notable professions who worked in different roles across different sectors and capable of consenting and understanding what the meeting was about.  I was time sensitive, so I ensured a Specific, Measurable, Achievable, Realistic, and Time bound objective (Haughey, 2014).  I ensured a clear, attainable objective that could be evaluated for effectiveness. The goal was to reduce social isolation by identifying a specific service that would engage with the father to keep him safe in the community and mitigate against negative health impacts.   As part of the family requirement, they requested a Welsh speaking personal assistant (PA) to take the father out in the community and prevent carer burnout. 

I was nervous about the family’s arrangement, but I took the challenge to invite my mentor to observe me whilst I chaired the meeting. I asked for consent from the father if my mentor could attend and this was important as having many people in the house could overwhelm the father and make him uncomfortable. I also wanted to have support from my mentor to deal with any cultural and language barriers that may arise especially given that I am still not proficient in Welsh language speaking (Pollock, 2023). 

(Word count 302)





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.   
1300 (+/- 10%: include your actual word count at the end of each section).

Communication
My observation was a meeting with a gentleman in his 80s with his family. Therefore, it was important to utilise different communication methods and skills.  One crucial aspect was the client’s recent diagnosis of dementia and considering this I was aware of the need to utilise both verbal and non-verbal communication as it was important to understand body language, facial expressions, tone, and posture according to Social Care Wales [SCW], (2025). Evidence shows that communication skills change over time in dementia because it is a progressive disease and may affect people’s confidence in conversing. I wanted to better understand his non-verbal communication (Ellis and Astell, 2017). Furthermore, as an individual with Welsh language deficit, I was cognisant of cultural and language barriers that may hinder communication and having my mentor who was fluent in Welsh, was vital to support me in providing a bilingual care service as required by law in line with [SCW], (2024). This is not to say I did not try to communicate in Welsh as my minimal ability allowed me to greet the client in Welsh, ‘bore da sut wyt ti heddiw?’, good morning how are you today?  Reflecting on this I facilitated an ice break for engaging with family instantly.  This was a crucial aspect of ‘active offer’ as greeting him in Welsh language clearly demonstrated this (Welsh Government, 2015).  It was an important part of reflective behaviour to core values of putting the individual at the centre of services according to Social Services and Well-being (Wales) Act 2014. 

Furthermore, I relied on my active listening, empathy, and motivational interviewing skills to be able to effectively engage with the client and his family to build a trusting relationship (Lishman, 2020).  According to Lishman, (2020) such as empathy and motivational interviewing skills are necessary and reliance on these strongly contributes to successful assessments.  I listened attentively to him and his family and incorporated open ended questions to prob further and offered feedback. I also used my conflict resolution and diplomacy skills to dissolve a situation where the father disagreed with the family regarding taking part in community activities.  The father threatened to leave after he indicated that the family was forcing him to engage with strangers. In this situation my mentor communicated in Welsh and the father was receptive as communicating in the language, he understood other than his family was important to him.  During the discussion I was able to demonstrate to him the benefits of participating in community activities and being among people of the same age with same health issues.  

Reflecting on my communication skills there where instances where my focus was on his deficits due to dementia such as inability to recognise people around him interfered with active listening.  This was a limitation factor as evidence tells us that by focusing more on condition deficits prevents active listening (Kitwood and Brooker, 2019). With regards to motivational interviewing skills, I faced a challenge as the client could not engage and unwilling to accept changes that were being proposed in the meeting (Hohman, 2015). I noted that his resistant behaviour was underpinned by cultural values of strong family support, and he felt that by proposing community activities, the family was neglecting him.  It was vital to exhibit compassion and kindness to tailor the community involvement in a way that would not replace strong family ties.  As a social worker I come with my own values and beliefs, but I needed to take the family as equal partners treating them with dignity and respect regardless of any impairment, age or health status (Duffy, 2022). It was my professional responsibility to become informed of and reflect upon the impact personal values l have on practice (SCW, 2011, 2.6).

Nevertheless, despite the challenges, I relied on my communication methods and skills needed to effectively assess the client’s capacity to understand his condition and take the least restrictive option in their best interest, a requirement under the Mental Capacity Act 2005. Ensuring that the family was involved throughout the conversation supporting him to ensure that any challenges in engagement were mitigated, and he was supported in understanding and taking part in the service provision proposal. Undertaking this capacity assessment was necessary to determine if the client could make informed decisions about choices available and ensure his autonomy whilst protecting him against potential harm during time when dementia had a negative impact on his ability to make the decide (Dixon et al., 2021). Evidence has shown that this is crucial especially when there are significant changes that are about to be made (Social Care Institute for Excellence, 2022).  Dixon et al. (2021) also opined that dementia is time specific and may change from time to time, so it required thorough support in decision making within mental capacity and safeguarding principles. Therefore, it was crucial that my capacity assessment was determined to support him appropriately.  Undertaking all this required a strength-based approach underpinned by effective use of communication skills.

However, needless to say there were no challenges that were experienced during the meeting that were supported by various factors. Welsh language was a limitation I experienced on my part given that I am not a fluent speaker, and I was in an environment of a Welsh speaking family who switched languages from time to time during the meeting. Therefore, I relied more on English language going against the ‘More than just words’ aims of ensuring that the language requirements are met. It was important to understand why language was an integral part when considering a Welsh speaking PA as per Welsh Language Measure, 2011. I also noticed that each time I engaged with the client mainly in English he would become frustrated, and this was also difficult on the family to see their father struggling in expressing his needs in a language that he was more comfortable in.  The family would then chip in and communicate with the father in Welsh so as to calm him down and make him feel less agitated. 
 
Reflecting on this I realised that this was something I needed consider during assessments to ensure families communicate in the language they are comfortable in.  Therefore, it became apparent that the intervention to engage in community activities needed to be facilitated by provision of a Welsh language PA to meet his language needs. This was an important part of making an active offer where services are provided without one asking for them.  Furthermore, this would ensure the needs of their father was understood and met without compromising his dignity and respect.  I had the support of my mentor who intervened and spoke in Welsh were a challenge of language was observed.  Having my colleague was a result of failure to find an interpreter and this is a problem that I felt needed to overcome when I offered the intervention of spending more time in the community. This is a challenge that was recognised by [CIW], (2023) who identified that there are some areas where shortages are experienced thereby affecting consistent service delivery.  The impact of this has been found to have reduced engagement with services and a feeling of exclusion.  Hence, this is an important aspect that needs addressing, for example working with local Welsh language advocacy groups to get more access and support for language needs. There is need to ensure that the Welsh Government five-year plan 2022-27 is effectively implemented to increase Welsh speaking interpreters using targeted training programs (Welsh Government, 2022). What I could have done differently was to explore more with the Wales Interpretation and Translation Service [WITS], (2024) before the home visit. However, my intervention objective was successful because the father finally agreed to a male Welsh speaking PA to engage with the community 6 hours twice weekly to give the family a break from his social isolation needs.

(Word Count 1308)



Feedback and comments from individual in need of care and support and/or their carers 

Information for the observer

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?

	The social worker arrived in time together with his work colleague

	Did the social worker get your permission in advance for the observer to be present? 
Did they explain why they were being observed?
	He had previously asked for consent to bring along a colleague to observe him as part of his one year in career including an assessment pack outlining the Local Authority’s polices and accessible services for our perusal in readiness for the meeting.



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

	The reason for the meeting was clearly communicated to the family on the onset to agree on available resources to keep the father safe.

	How well prepared do you think the social worker was for his or her meeting with you?
	The social worker was well prepared including handing over an outline of the meeting, a completed assessment of needs for the father and carer assessment for the mother just before the meeting.

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

	We were happy the way he used his communication skills to handle the incident when the father wanted to follow daughter3 the way he mediated portrayed a professional relationship to win people’s trust.

	Did the social worker talk to you in a way that you understood?
Did the social worker consider your language needs?
	We were pleased that he was positive about enhancing my communication skills in Welsh so that he can converse effectively within the community he lives in and had previously asked which language we wanted to use.





	How has the social worker’s involvement met your expectations for this visit?
	The social worker negotiated and agreed the services and resources available.

	Are there any other comments or suggestions that you would like to make?
	Initially we were not confident of his intervention due to language barrier, but we look forward to getting the services to meet identified needs.
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