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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: 9/05/2025 

To be completed by learner. 









	Question: 1
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 idividual in need of care and support and/or their carers.  

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

Word count:305

My observation task involved supporting Adult A by contacting HMRC on her behalf and reviewing her care package to ensure it continued to meet her needs, in line with the Social Services and Well-being (Wales) Act 2014 (SSWBWA 2014). Guided by the Act’s principles of well-being, voice, control and person-centred practice, I aimed to ensure Adult A was fully involved in decision-making and that her views and outcomes remained central.

I work across both urban and rural areas, and Adult A lives on the outskirts of a small rural village in Wales. The area is marked by socio-economic deprivation, limited transport and few amenities, which can restrict access to services and affect independence. These contextual factors reflect the Act’s emphasis on identifying barriers to well-being and supporting individuals to achieve their personal outcomes.

Before the observation, I visited Adult A to seek consent for my manager to attend and telephoned again on the morning of the meeting to confirm she remained comfortable. I explained that my manager, whom she already knew, would be present only to observe my practice. Acknowledging the power imbalance within professional relationships, I emphasised that the observation related to my performance, not her circumstances. Her familiarity with my manager helped create a safe and comfortable environment, supporting the SSWBWA (2014) principles of voice, choice and empowerment.

Adult A is 65 and supported by the local authority due to multiple brain tumours that significantly affect her physical and mental well-being. She experiences constant tinnitus, worsened by background noise, which can make communication difficult. A personal assistant supports her with appointments and daily tasks, helping her maintain independence and quality of life.

Understanding the rural and socio-economic context informed my planning and communication, aligning with the Act’s focus on person-centred and strengths-based practice. Adult 1 is bilingual and speaks both Welsh and English.

Word count:305














	Question: 2 

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).

WORD COUNT – 1309 


Prior to the observation, I discussed Adult A’s circumstances with my manager to ensure she was aware of her current wellbeing. Adult A requires communication to be delivered clearly and at a low volume to minimise pain caused by her condition. I also contacted her key worker for an update on her presentation and to identify any concerns that might affect the interaction. This preparation supported responsive, person-centred communication (Social Care Wales Code of Professional Practice, 2017) and ensured I approached the meeting with an informed understanding of her needs. It also helped me reflect on whether I possessed the appropriate communication skills for this specific situation, particularly in relation to adapting tone, pace, and clarity to meet her sensory needs.

This reflection is structured using Driscoll’s (2007) “What?” model, which frames reflection around What? So what? and Now what? The model enabled me to critically analyse my communication with Adult A, identify the key interaction (What?), explore its significance for person centred and ethical practice (So what?), and consider how I will adapt my approach in future (Now what?). Using this model ensured my reflection moved beyond description and supported meaningful learning and professional development.

Prior to my first assessment with Adult A, I made an Active Offer by asking whether she wished to communicate in Welsh, as she is a Welsh speaking woman. She stated she preferred English, so our conversations continued in English, including during this observation. On reflection, although I made the initial offer, I did not revisit her language preference at later meetings. This does not fully align with More than Just Words, which emphasises a consistent Active Offer rather than a one-off question (Welsh Government, 2022). The Welsh Language (Wales) Measure 2011 further establishes the legal right to receive services in Welsh where reasonably practicable (Welsh Government, 2011). Moving forward, I will check and record language preference at the start of each interaction by asking, “Would you prefer to communicate in Welsh or English today?” This will better uphold rights and strengthen person centred practice.

When we arrived at Adult A’s home, I asked whether she would like us to remove our shoes and where she preferred us to sit. She smiled and pointed to the armchair near the window. These small decisions helped reduce the power imbalance created by the presence of two social workers. The Social Care Wales Code of Professional Practice (2017) emphasises respecting individuals’ rights and ensuring they maintain voice and control. Offering Adult A control over her home reinforced dignity and supported person centred practice. Ethical social work requires attention to power dynamics, trust building, and professional boundaries. By allowing Adult A to lead aspects of the conversation, I aimed to mitigate the authority inherent in my role and promote collaboration, aligning with the Code’s expectation that social workers promote well-being and build confidence and trust.

I began the conversation warmly, asking how she had been and showing interest in her everyday life, including her beloved dog. Adult A responded enthusiastically. I intentionally avoided opening with finances or care package details to create a relaxed atmosphere. This reflects the Code’s expectation that communication should build trust and uphold voice and control (Social Care Wales, 2017). Establishing rapport early in the conversation also helped reduce anxiety and supported a more natural transition into more formal topics.



Awareness of the rural and socio-economic context also shaped my communication. Recognising the stressors associated with poverty, isolation, and limited access to services in South Wales, I ensured explanations were clear and accessible, checking understanding throughout. Rural deprivation, limited transport, and digital exclusion can affect engagement, so I adapted the pace and delivery of information accordingly. These contextual factors reinforced the importance of ensuring Adult A felt fully included and able to participate in decisions about her care.


Trevithick highlights that purposeful, person centred communication including rapport building, active listening, and appropriate pacing supports collaboration and helps balance power in social work encounters (Trevithick, 2004; 2012; 2016). Opening with informal conversation, adapting to what mattered to Adult A, allowing silences, and using active listening were deliberate choices to promote partnership working. I also drew on Rogers’ Person-Centred Theory (1961), emphasising empathy, congruence, and unconditional positive regard. Demonstrating these qualities aimed to create a supportive environment in which Adult 1 could express her needs safely. I was also mindful of Transactional Analysis (Berne, 1961), maintaining an adult–adult dynamic and avoiding authoritative interactions that could reinforce power imbalances.


Before making the phone call to HMRC, I checked that Adult A still wished me to support her with this task. During the call, I paused to relay information to ensure she remained part of the conversation. After the call, I explained the next steps clearly and shared my notes, using accessible language. She nodded and asked occasional questions, which I answered immediately. This reflects the BASW Code of Ethics, which requires social workers to provide accurate, understandable information and support informed consent (BASW, 2021). I also asked whether she wanted anything added to the written record to support her memory. She suggested small clarifications, which I recorded. This promoted participation and respected self-determination, ensuring she remained central to the process. Transparent, collaborative information sharing reflects professional integrity and respect for dignity (BASW, 2018; 2021).
We then discussed her current care package. To support her understanding and expression of need, I used open questions to explore what support she receives and why it matters to her, followed by closed questions to clarify details. Adult A articulated her needs clearly and used humour when discussing her memory difficulties, suggesting she felt comfortable. When she offered us a cup of tea, I interpreted this as a possible non-verbal cue that she might benefit from a break. Attending to such cues aligns with Koprowska’s emphasis on meta communication and non-verbal awareness (Koprowska, 2020). I maintained an open posture, appropriate eye contact, and a relaxed presence in line with Egan’s SOLER framework (Egan, 1975). I noticed she leaned forward and nodded when I explained next steps, suggesting understanding and engagement. Taking a short break supported comfort while maintaining her voice and control.


I also considered practical communication barriers, including health related limitations and potential challenges with digital access. By providing verbal explanations and written notes, I ensured she could engage with the information independently, demonstrating flexibility and responsiveness in line with person centred practice. Additionally, I remained mindful of the emotional impact of discussing care needs, ensuring my tone remained sensitive and validating throughout. Before leaving, I asked whether she had any further questions and confirmed she was happy with the discussion. I also explained when she could expect follow up contact, supporting clarity and continuity in the professional relationship, as required by the Social Care Wales Code of Practice (2017). Ending the visit with clear next steps helped reinforce transparency and reliability, both of which are essential for maintaining trust.


This observation reinforced the central role of communication in ethical, person-centred social work. Effective communication requires sensitivity to power dynamics, cultural and linguistic needs, emotional cues, and individual preferences. While my practice demonstrated warmth, transparency, and responsiveness, reflecting on the missed Active Offer highlighted the importance of proactively supporting language choice in line with the Welsh Language (Wales) Measure 2011 and More than Just Words. My use of rapport building, adaptive questioning, non-verbal awareness, and checking understanding demonstrated a commitment to ethical communication grounded in social work values. Driscoll’s model enabled me to critically analyse and plan for future improvement, ensuring professional judgement, autonomy, and informed consent are maintained. This reflective process strengthened my awareness that communication is dynamic and requires continuous development. Moving forward, I will ensure language choice is explored during all interactions and continue developing my communication practice in line with professional, legal, and ethical expectations.

WORD COUNT – 1309 







	




























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 she was and it was in line with my diary when the appointment was made.

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

	Naomi explained everything to me and made me feel comfortable, she always explains everything in detail to me and then I write it all down in my diary. She told me you’re her manager and she needs to be observed as part of her job.  

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

	Yes, it is all to do with my finances thank goodness she explains everything, or I wouldn’t know what was going on.

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

	Very prepared I can see here how much information she has brought with her. She is a ten out of ten. 

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

	Yes, she always does, she is very good to me.

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

	Yes, if I don’t understand she will tell me again, nothing is too much, and she doesn’t mind repeating each time if I am ever confused about anything. Naomi is very clear in her communication with me.



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

		Yes always, as I said before she is a ten out of ten. 




	Are there any other comments or suggestions that you would like to make?
	Naomi is very thorough, organised, approachable, she “gets me”, she knows me now and I always feel very reassured when she visits me.
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