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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: 28/01/2026 

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 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).


The direct work took place alongside adult 1, an individual in her 70’s, discussing a service that can support her in meeting outcomes. The observation was aligned with Part 3, Section 19 of the Social Services and Well‑being (Wales) Act 2014 [SSWBWA 14]), providing a person-centred approach, promoting well-being. Geographical factors have been measured, and economic deficiencies in relation to location have been considered.

Adult 1 describes herself as Welsh and declined the ‘Active Offer’ of services in Welsh under the Welsh Language Measure (2011) prior. The measure allows the Welsh language to be treated no less-favourably than English language. As a practitioner in Wales, the ‘More Than Just Words’ framework must be utilised within practice (More Than Just Words, 2023). 

Adult 1 lives with a learning disability and consideration of communication difficulties were pivotal, including how she understands and responds to language and whether being illiterate was going to impact intervention. Adult 1 is not contactable via telephone, therefore it was important I gathered consent appropriately, considering anti-discriminatory practice and promoting her rights to self-determination (SSWBWA 14). I visited adult 1 prior and requested verbal consent, and we arranged the direct observation for a day that suited her, capturing further consent on the day.

I explained to adult 1 in simplistic, clear, non-jargon language that my colleague was there to ‘watch how I work’ and to gain feedback, as a requirement of my role. This allowed adult 1 to understand the purpose in basic terms, being mindful of her cognition difficulties. 

I recognised the power imbalance between social workers and adult 1 and considered the impact of being observed on her. I reassured her by reiterating that it was purely me being observed, promoting a comfortable environment and reminding her that she can withdraw consent at any time. The observation took place after I had met adult 1, where a positive relationship was already formed, allowing familiarity and reassurance. These considerations promoted service-user empowerment, voice and control (SSWBWA 14).

Word count: 330





	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).



The observational task focused on a face-to-face discussion with adult 1, a woman in her mid-70s living in a rural area. Prior to the intervention date, I discussed Adult 1’s circumstances with my mentor to determine whether direct observation was appropriate and ethical, considering her personal circumstances, the reasons for social work involvement, and whether the observation could negatively impact her well-being (Banks, 2020).
I carefully considered adult 1’s circumstances in relation to her cognitive impairment and learning disability, and possible communication difficulties as a result. By visiting her at home prior to the observation to seek consent for a future visit, I was able to prepare appropriately and ensure my approach was person-centred and responsive, in line with the Social Care Wales Code of Professional Practice (2017).
Upon arrival, adult 1’s sister was unexpectedly there, and adult 1 give consent for her sister, adult 2 to participate. Adult 1 confirmed in a previous intervention that she does not speak Welsh, and only English, previously confirming that she does not want services in Welsh. I continued intervention in English, discussing areas of relevance with both adult 1 and 2, upon reflection, I recognise that I assumed adult 2 spoke English. This assumption was dissimilar with core social work values and Welsh legislation, particularly the Social Services and Well-being (Wales) Act 2014, which places a duty on practitioners to promote individual well-being and ensure services are person-centred, and responsive to individual needs (Welsh Government, 2014). 
Furthermore, this did not align with the Welsh Government’s Active Offer, which requires public services to proactively offer Welsh language services without individuals having to request them (Welsh Government, 2016). This reflection has highlighted the importance of avoiding assumptions, respecting linguistic identity, and ensuring inclusive communication within my practice. During this intervention, I acknowledge that asking Adult 2 if she was comfortable to continue in English would have availed. 
The ability for individuals to communicate in their preferred or first language is central to meaningful engagement and effective practice. This is reflected in the Code of Professional Practice, which emphasises the responsibility of practitioners to respect and respond to people’s linguistic and cultural needs (Social Care Wales, 2017). This principle is relevant within Welsh practice contexts, where both Welsh and English are widely spoken. As such, the provision of an ‘Active Offer’ of Welsh-language services is a key component of inclusive and person-centred practice, as outlined in the More Than Just Words strategic framework (Welsh Government, 2023).
As a social worker in Wales who does not speak Welsh, I recognise that language is central to dignity, identity and culturally safe practice. Elaine Davies (2008) stresses that language choice is not optional but a core element of meaningful care, shaping trust between practitioners and individuals. Her later work on Welsh-language awareness reinforces the expectation that all practitioners develop linguistic sensitivity, regardless of fluency.

On attending adult 1’s home, I obtained renewed consent and clearly explained the purpose of both the visit and the observation. I was mindful of the inherent power imbalance and took deliberate steps to reduce this by positioning myself at eye level with adult 1 and adult 2, kneeling opposite them to promote equality and openness. This approach supported a respectful and non-judgemental engagement to the home environment, particularly given existing concerns relating to the cleanliness of the home and hoarding behaviours.
The Social Care Wales Code of Professional Practice emphasises the importance of upholding individual’s rights, as well as promoting voice, choice, and control (Social Care Wales, 2017). My physical positioning and communication style contributed to an atmosphere that encouraged effective communication, person-centred, and a non-judgemental approach. Reflecting on this interaction, these strategies helped create a calm, collaborative environment, enabling adult 1 to engage openly and honestly, supporting the development of a positive professional relationship.
I remained attentive to both verbal and non-verbal communication, particularly when questions appeared to become overwhelming or when adult 1 indicated a desire to move the conversation forward. As adult 1 has a learning disability, responses were often brief, making it essential to recognise non-verbal displays such as avoidance of eye-contact, distraction, or changes in body posture. The BASW code of ethics highlights the significance of recognising non-verbal communication as a key component of effective practice, noting that awareness of body language and behavioural cues can strengthen rapport and enhance relationship-based practice (BASW, 2014).
Upon meeting adult 2, she explained that she lives in a residential placement for adults with learning disabilities and visits adult 1 on a fortnightly basis to provide support. In planning and undertaking the discussion, it was essential to consider the presence of learning disabilities within the family and to adopt communication methods that were accessible and appropriate for both adult 1 and adult 2, to gain a clearer and more detailed understanding (Lishman J, 2020). 
A key focus of the intervention was to establish whether adult 2 represented a source of informal support for adult 1, enabling a holistic understanding of adult 1’s life and support network. This approach aligns with the Social Services and Well-being (Wales) Act 2014, which emphasises the importance of holistic assessment, promoting individual well-being (Welsh Government, 2014). Reflecting on practice, I consider my engagement with both adults to have been effective, I used clear, non-jargon language and allowed sufficient time for both individuals to express their views. This reinforced rapport-building and demonstrated active listening, which are central to person-centred and strengths-based practices (Social Care Wales, 2017).
I became aware that both adult 1 and adult 2 initially signified a limited understanding of the service being discussed, which required me to adapt my communication style by adapting my explanation of the service, breaking information into manageable parts, and allowing sufficient time for process. I acknowledged that adult 1's learning disability may impact her ability to understand information promptly, and to promote empowerment, I supported adult 1 to recall and reflect on the information in a way that centred her views and preferences. For example, I asked adult 1, "What part of the service sounds most exciting to you?" Adult 1 responded with "day centre" and smiled.
Adult 1 was keen to attend the day centre but became anxious as the local bus services had stopped, making travel difficult. Understanding that rural deprivation in Wales, especially poor access to services such as public transport, is an issue in Welsh rural areas. This acknowledgment helped shape how I communicated. Limited transport options, social isolation and wider socio-economic pressures can create barriers for people in rural communities.
Research shows that rural poverty in Wales is associated with inadequate public transport and restricted access to services, which can intensify stress and feelings of exclusion (Wales Centre for Public Policy, 2025. Because of this, I ensured my explanations were clear and empathetic, offering a service which could provide transport, checking that adult 1 understood, whilst pacing the conversation to avoid overwhelm. Reflecting on this interaction reinforces the importance of adapting my communication style to recognise and respond to the structural barriers people face, so they feel supported, autonomous and wanting to engage.
This observation reinforced for me that effective communication is central to ethical and person-centred practice, especially with individuals who have learning disabilities. Good communication is not only about conveying information clearly but about enabling and empowering individuals to participate in decisions that affect their lives. By adapting my communication style to support adult 1, I helped reduce barriers associated with her learning disability and promote her independence and confidence.
Communication in practice requires sensitivity to power dynamics, reactive cues and cultural or dialectal needs. Reflecting on this interaction, I recognise that although I acted transparently, I did not fully implement the Active Offer approach in line with Welsh language requirements such as the Welsh Language (Wales) Measure 2011 and the More than Just Words framework, which emphasise proactively identifying and meeting a person’s language needs. ([Social Care Wales, 2025]; [GOV.WALES, 2025]).
A future learning objective is to explore evidence-based strategies for communicating with individuals who have learning disabilities, considering the use of short and clear interactions, active listening and closed-questions. Research suggests this can help reduce overwhelm and better support engagement and well-being (Lifeways, 2026).  Applying these strategies will promote the values and ethics central to practice, such as respect for dignity and participation and empowerment which are emphasised in the BASW Code of Ethics, which underpin effective, person-centred care. Social workers are ethically required to communicate in ways that uphold dignity, respecting the right to participate and continuing professional development in evidence-based communication (British Association of Social Workers, 2021).

Word Count - 1428























































































































































































































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? 
 
	 Client: ‘Yes, because I don’t have a phone, I told Courtney it’s ok to call to me after 2PM.’ 

	Did the social worker get your permission in advance for the observer to be present?  
Did they explain why they were being observed? 
 
	 Client: ‘Courtney explained why. You can ask me questions.’ 

	Were you clear why the social worker met with you today? 
 
	 Client: ‘Yes, to talk about care and cleaning my flat.’ 

	How well prepared do you think the social worker was for his or her meeting with you? 
 
	 Client: ‘Yes she was.’ 

	  How has the social worker listened to you and respected your views and wishes? 
 
	 Client: ‘Yes, she does.’

Clients’ family: ‘yes she did’. 

	Did the social worker talk to you in a way that you understood? 
Did the social worker consider your language needs? 
 
	 Client: ‘Yes, she did’. 


 
	How has the social worker’s involvement met your expectations for this visit? 
 
	 Client: ‘yes’.

	Are there any other comments or suggestions that you would like to make? 
	 Client: ‘no, she’s good’. 
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