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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:  _ _ _ _31/03/2026 _ _ _ _ _ _ _ _ _ 

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).


This is an observation of a review of an individual whom I shall refer to as 2, following a change in her package of care. 2 lives in a rural location in North Wales and Welsh is her language of choice. Understanding of 2’s cultural ethnic and cultural background was considered throughout. She is registered blind, so special care was taken to accommodate this such as ensuring I followed her instructions on where to sit, ensuring I was clear and avoided non-verbal cues when communicating (RNIB, 2026).

Following staffing issues with the original care provider, there needed to be a new package of care (POC) with a different provider. The lack of care in many parts of the country is a key issue within social care. The Social Services and Wellbeing (Wales) Act 2014 outlines the duty of the local authority to prepare and maintain a support plan. Therefore, as circumstances had changed it was important for me to carry out a review and revise the care plan accordingly. (SSWBA 2014).

Delays in care, and lack of care staff is a key issue in Wales with a recent report from Age Cymru highlighting that one in six people over the age of 55 have had to wait over 30 days for a POC to be implemented (Age Cymru, 2024). Recruitment in rural areas, especially those popular with retirees is increasingly difficult, therefore there have been more changes and staffing issues with POC’s. 

Consent for the observation was gained verbally over the phone when I called 2 to request a review. I explained clearly what this would entail and she was happy for this to go ahead. I gained consent for the observation once again upon arrival at the property. The presence of the observer may have had an influence on 2’s level of comfort and ability to share information willingly, however we ensured that we made her feel comfortable by introducing them, and by communicating through the Welsh language. 
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	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).

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). 

The core principles of the Social Services and Wellbeing (Wales) Act 2014 (SSWBA) is to ensure that professionals work collaboratively, in a person-centred way ensuring the individual has a voice, choice and control of their wellbeing. 
Throughout my observation, I ensured I did this by including her voice and thoughts in the review. I did this by asking her “What Matters” most to her and by asking her open questions. The use of open-ended questions allows the individual to express their experiences in their own words during interviews, allowing assessments to be more conversation- based (Scientific Inquiry in Social Work, June 2026.)
By using the Active Offer, the observation was entirely through the medium of Welsh which made 2 feel more at ease. The Welsh Language Measure 2011 was established to promote the Welsh language and to provide frontline care to individuals through the medium of Welsh. More than Just Words is a strategy outlined by Welsh Government which highlights that language choice is a communication need rather than a choice for those most vulnerable in society and for Welsh to be as visible as the English language. 
Prior to the observation, I consulted with the other care providers to ensure that I was prepared for the visit. I gathered relevant information regarding the care that 2 received, her strengths and any potential risks (Coulshed & Orme, 2018). I ensured I prepared fully for the interaction, ensuring that I read up all case-notes and assessments available to me regarding 2 on the Electronic recording system, I also liaised with the care company to understand any concerns that may arise. This helped me uphold public trust in the profesion, in line with the Code of Professional Practice (Social Care Wales, 2026).
The SSWBA (2014) places the individual at the centre of the care and support, with the role of the Social Worker being a facilitator working together to achieve goals and outcomes (Beresford, 2012). Co-production is one of the core values of the SSWBA (2014) therefore it was imperative that I ensured that 2 was involved in the design and development of her care. Saleebey (2013) states that:
“People have the capacity to learn, grow and change”
During the visit, I ensured that I captured the voice of 2, ensuring that I worked together with 2 so she felt empowered and an expert in her own life. She was able to identify, clarify and express her needs and desired outcomes during the visit. 
I adopted a strengths-based approach to the observation, by asking open questions such as “tell me about your daily routine” or “what matters most to you.” This allowed us to build on 2’s strengths, such a dressing, washing, preparing food, and to find creative ways to identify outcomes. 2 knew exactly where she needed additional support and we worked together to amend her care plan. Due to 2 being registered blind, it is essential for consistency within the home environment, supporting her spatial cognition if the home is in a predictable layout allowing 2 to make mental maps of the house (Zou & Zhou, 2023). For example, 2 requires all of her clean and dirty laundry separated and her clean clothes for the morning laid out in the correct place in order for her to maintain independence. 

Within social care, communication is extremely important, with Trevithick (2012) stating that: 
“Communication is the cornerstone of effective social work practice”.
Neil Thompson (2021) supports this, by explaining that communication is not simply an exchange of information or words, but within this profession it’s an important process in building trust and relationships with individuals. In the context of the SSWBA, it is clear that effective communication can support an individual to achieve What Matters to them and enables them to have a voice, choice and control within their own lives and care. Thompson (2021) explains that if you were to be communicating effectively, you would be: Listening actively, showing empathy and respect, communicating clearly and checking understanding, and being aware of non-verbal communication among others. During the visit, I ensured that I asked open-ended questions and listened actively to what 2 was saying. I did this by paraphrasing her answers and repeating back to her. Egan (2018) describes this form of communication as a way of demonstrating understanding of meaning from the practitioner, allowing the individual to confirm that they have been listened to thoroughly. At one point during the visit, 2 stated that she felt it was “Nice to be listened to” which demonstrated my listening and interpersonal skills. The Code of Professional Practice stipulates that social care workers must “Respect the views and wishes, and promote the rights and interests, of individuals and carers” which I did by including and listening to 2’s thoughts and feelings. This also allowed me to gain a deeper a more nuanced insight into 2’s lived experience (Amberscript, 2023).
Throughout the visit, I was mindful of 2 being registered blind and the non-verbal communication issues which may arise from this. I was already aware that 2 is not able to recognise faces, however as we had met a number of times previously I felt confident she could recognise my voice when speaking Welsh. I ensured that the worker who was observing introduced herself in her own voice so that 2 was able to recognise us verbally. Academic research indicates that blind people are more receptive to voices and can be particularly skilled at recognising individual different voices, and this is recognised as an important social skill (Rodner et al. 1999, Hall, Puschmann and Thiel, 2017). When entering the house, I ensured that 2 sat in her preferred seat first, and then took a seat where she instructed us to. The Royal National Institute for the Blind (2026) recommends this as it enabled her to have the spatial awareness and familiarity of her home environment. 
When undertaking visits as a social worker, I ensure that I try to reduce my use of ‘jargon’ which is specialist or technical words or abbreviations which can make an individual feel ostracised, not in the centre of their own care and clueless (Thompson, 2021). Beckett (2006) describes how the use of jargon and technical words can also be used as a power-centred controlling technique from professionals and can therefore be an oppressive form of practice. It is recommended that professionals eradicate communication barriers by talking in clear, understandable ways (Thompson, 2021). The Code of Professional Practice (2022) stipulates that professionals communicate in a clear, open and straightforward way appropriate for the setting. 
When practicing in a truly person-centred way, this involves professionals developing a partnership with the individuals and decisions being made collaboratively which in turn ensures respect for the individuals wishes and feelings (McCormack and McCance, 2021). Thompson (2021) describes how person-centred practice promote empowerment, participation and self-determination for the individuals. To conclude the visit, I summarised our conversation and discussed the action points in a clear manner which allowed 2 the opportunity to confirm that she was happy with the action points. By making decisions collaboratively and developing a genuine partnership with 2, I was demonstrating person-centred practice as a key aspect of my role as a social worker. 
Since qualifying as a social worker, I have recognised the importance of capturing the authentic voice of the individual and ensuring that their wishes, feelings, and desired outcomes are clearly reflected within assessments. I am pleased that this was achieved during this visit, with the individual reporting that she felt listened to, heard, and empowered throughout the process. This feedback demonstrates the positive impact of person-centred and strengths-based practice in promoting participation, voice, and control.
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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?

	On time, always good communication.

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

	Yes, explained everything and reminded me.

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

	Yes, to revie how the care is going.

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

	Always well prepared, no problem.

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

	Yes, always.

	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?
	“She is very good, fair play. Da chi gyd yn dda iawn”
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