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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:  _ _ _07/02/2025_ _ _ _ _ _ _ _ _ _ 

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).

Mrs 1 was a lady who was in receipt of direct payments to support her while living at home in a rural area in Wales. She was currently in hospital and had been for over 10 months due to complex health issues. I had already completed an initial assessment where I was guided by the principals of the Social Service and Well-Being (Wales) Act 2014, the Active Offer, Code of Professional Practice (SSWBWA,2014). Mrs 1 identified that she wanted to return home. However, I received a telephone call from her daughter in law whilst she was visiting Mrs 1 and was advised that Mrs1 now wanted to access a 24-hr nursing placement and no longer wished to go home. I was concerned and wanted to check that Mrs 1’s decision had not been influenced by others and was her choice as during the initial assessment Mrs 1 informed me that her son had tried to end her tenancy as he believed that she needed to go into placement. Therefore, I needed to reassess her outcomes and discuss my concerns with her, I was aware at this time that the conversation could be difficult and considered how this may impact Mrs 1.

I contacted Mrs 1 on the telephone on the ward explaining that I wanted to arrange to visit to discuss our previous call. Mrs 1 had previously advised that she would like her assessment in the medium of English, and I confirmed that this was still her wish (Welsh Government 2015b). I explained that to enable my practice to continue to develop I required some of my interventions to be observed. Mrs 1 expressed that she was happy for me to be observed during the visit. I advised that some feedback would be required as part of this and Mrs 1 agreed that this was not a problem. A convenient time and date was agreed on and the call was ended.

Word Count 322








	



	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). 

When I arrived Mrs 1 was in her own side room, had this not been the case I would have requested a private room to respect Mrs 1’s privacy (General Data Protection Regulation (GDPR), 2018). Mrs 1 was in bed, so I asked if she was happy for me to sit near her and confirmed that she could hear me clearly from my position. I then introduced my observer and again asked permission for her to observe the intervention between us and gather some feedback from Mrs 1 before we left. In Wales the More than Just Words Framework identifies vulnerabilities connected with older people and language (Welsh Government 2012). Although this relates to the use of Welsh language in Wales it identifies how important language can be and that often important pieces of information are lost when secondary languages are used (Welsh Government, 2012). Mrs 1 had previously confirmed that English was her first language expressed that this is the language that she would like her communications delivered in.


After introductions I asked how Mrs 1 was, and she expressed that she felt “fed up with being in hospital” and had “had enough now”. I apologised for the length of time it was taking us to arrange a discharge for her and took time to listen to her concerns. I reassured her that I wanted to support her to meet her outcomes and work with her to do this effectively working within my social work values (Social Care Wales 2017). I needed to address the concerns that I had about her recent change of heart around going home and to understand her reasons for this. I remained open and honest regarding the local authorities’ responsibilities and was confident that this approach would enable me to meet and manage Mrs 1’s expectations and give her a safe place to discuss this. There were no concerns around Mrs 1’s capacity to make informed choices and decisions and Mrs 1 presented as a confident and assertive lady. She had many strengths and managed to stay positive throughout her current and lengthy hospital stay and her complex health conditions. I felt it important to recognise this and reaffirm to Mrs 1 that she was the expert in her situation. Watters (2023) reminds us that the Social Service and Well-Being (Wales) 2014 SSWBWA 2014 legislatively gave service users their voice and control back, making them equal decision makers in respect to services. Taking a strengths-based approach to interventions supports me to work in line with SSWBWA 2014 and puts the individual at the centre. By working in partnership with Mrs 1 I was able to ensure that my practice was carried out in an anti-oppressive way. I was able to do this by listening to her views and respecting them. I remained open and honest with her about the situation and the different options available to her, using the Code of Professional Practice to underpin my practice (SCW,2017).



Glaister (2008) suggests that a good communicator needs to be able to establish a dialogue in difficult circumstances, with this in mind I considered Mrs 1’s linguistic ability and ensured that I used the correct language and tone. Doing this supported me to be able to explain to Mrs 1 the concerns that I had about her decision to access a placement rather than return home. Expressing that I was worried her family, and her current situation were influencing her decision, felt uncomfortable and challenging to me. I was aware that this conversation could be difficult for Mrs 1 and had to consider how this may affect her. I drew on some previous training that I had attended around difficult conversations to support me. At this stage I employed my active listening skills, this enabled me to be fully present in the conversation, I used eye contact, leant in closer, listened to understand and used paraphrasing and reflection to better understand. I confirmed that she understood what my concerns were an did not want to lead Mrs 1 in her answers. Kellot (2024) explains open questions should be used strategically throughout the conversation, allowing clients to share their stories and experiences without feeling pressured or directed (Science of Mind 2024). Therefore, I considered OARS to support me in this process as it gives a clear structure to follow: Open Questions, Affirmations, Reflective listening and Summaries. This enabled me to gather more than yes, no answers and affirm that Mrs 1 was in full control of the change in decision she had made.


Throughout the observation Mrs 1 appeared calm but on occasion became tearful, at this point I considered the Code of Professional Practice and provided reassurance while maintaining the boundaries that are set for a professional (SCW 2017). The main reason for her upset was the realisation that she was no longer able to safely live at home in control of her own care and support needs. I found myself considering Convention Rights of Persons with Disabilities 2008, and how the situation that Mrs 1 found herself in evidenced discrimination. Because of the rural area and the budget constraints of the service I felt this impacted her decision and had a sense that Mrs 1 had given up on returning home. Therefore, I gave her a selection of other options to consider, including adaptions to the property to facilitate her decline in mobility, and interim placement to enable a care package to be sourced, a temporary placement to ascertain if Mrs 1 liked it. Mrs 1 was quite clear that her mind was made up and she did not want to consider these options and wanted to access a permanent nursing placement. At this stage I had to respect her wishes, I considered that there may have been a need for advocacy as outlined is section 181 of the SSWBWA 2014 and suggested this to Mrs 1. However, Mrs 1 declined as she felt able to advocate for herself at this time, evidencing another of her strengths. This affirmed to me that while I was there to support Mrs 1, that I must not forget who the expert in the situation was. Therefore, I provided Mrs 1 with all the relevant financial information ensuring that she had a true understanding of her position and any impact that this decision may have upon her. I also provided her with the information around the process of finding a suitable nursing placement and ensured that I knew the area that she would like me to look. Before leaving I asked Mrs 1 to recap our conversation and confirm the outcome that she wanted to achieve. I then provided her with my telephone number again, advising her to call if she had any questions or concerns and offered to visit again with some nursing placement options that we could look through together. Mrs 1 appeared happy at this time, and I left my observer to gather the feedback. 


The observation went well, and I was able to achieve the objective of my visit and confident that Mrs 1 was in charge of the decision that had been made. Although I did feel dejected about her choice not to return home, I was pleased that we had worked collaboratively together and look at all the options available to her, resulting in the outcome Mrs 1 wanted. By providing Mrs 1 with all the relevant information I acted with integrity and upheld public trust in the profession. I would like to have the opportunity to show Mrs 1 around potential care homes virtually but the time constraints around the role and the increasing complexities of the caseloads qualified workers carry can make this difficult. However, I will ensure that I visit again as promised and discuss nursing placements, and ensuring Mrs 1 is kept up to date with the progress of the application as discussed.

Word Count 1314



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

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

	Yes

	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?

	Yes

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

	Yes

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

	Yes



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

	Yes

	Are there any other comments or suggestions that you would like to make?
	No
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