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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:  _ _17.02.2025 _ Observer Saima Naheed social worker_ _ _ _ _ _ _ _ _ _ 

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).

I meet with adult 1 in his home to continue his assessment. His right to assessment falls under The Social Services and Well-being Act (Wales) (2014).  I needed to gather information around his support needs referring to The Care and Support (Eligibility) (Wales) Regulations (2015). A fall resulted in his brain injury.

Adult 1 lives in a rural town in Wales that predominantly has retired adults and second homeowners. He is of white ethnicity is in his 70’s and has his children have Indian heritage. The town has basic provisions, basic transport links and mainly seasonal employment. I considered The Active Offer and More than Just Words (Welsh Government, 2015). When a person can speak in their own language or communicate in a way of their choice, it gives better results making them feel more comfortable and more able to participate. With his brain injury, I had to consider his communication needs ensuring he could participate fully.  

I gained consent by asking adult 1 on a previous visit, noting he had a brain injury; I sent an email a week prior including the form to remind him and asked him when I arrived. I informed him the observer would be collecting feedback for my development and learning. I was influenced by the power imbalance of being observed and suggested a friend sit with him. Power can affect how the person interacts,  I wanted him to feel that he had full participation (Hart, 1992). If he felt a power imbalance, he may not have been able to fully participate, and the assessment may have missed out some vital information.  Considering his communication needs, I changed my approach knowing he would take time to digest my question and relay his answer. I used the exchange model (Smale, Tuson and Statham, 1993) for this assessment, and I wanted to hear his voice. Harries and White (2018) describes this approach as the citizen being a full partner when negotiating their problems,  looking at outcomes. 

Words 330








	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). 



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


During our conversation, I used open questions to allow adult 1 to share his views on his needs for care and support.  I responded empathetically, maintained eye contact and summarised his words back to him to show active listening. This ensured that I was not making assumptions about him but understood what he was telling me.  I asked questions about physical health, his support networks and emotional wellbeing which created a safe space for our discussion. Milne and Otis (2019) described these questions support a deeper understanding of a person’s resilience and coping mechanisms.

Knowing that we were both being observed, I felt nervous, particularly knowing that with his brain injury, he would take time to process my questions and respond.  I was aware that I may come across as awkward or non-genuine, however understanding my role, I needed to demonstrate professional communication skills as I was working with a person that may also feel vulnerable.  My feeling of nervousness soon subsided as adult 1 reacted positively to the way I approached my conversation with him.  Trevithick (2012) describes that even small efforts with our use of verbal language and body language can build rapport with others.  I did feel anxious knowing I was being observed but understood that this was a learning opportunity to improve my practice and I was looking forward to gaining some feedback.

A strength of mine was to use a person-centred approach (Ruch, Turney and Ward, 2018) this engaged adult 1. This was achieved by asking open questions which showed my interest in his responses.  This is supported by the British Association of Social Workers (BASW) (2021) Code of Ethics which promotes respect for a person’s dignity and rights. This approach guides my practice through working alongside the Code of Professional Practice for Social Care Workers (Social Care Wales, 2020), which promotes the duty to respect people’s views, wishes and feelings.  We were starting to work as a partnership to building up a trusting relationship, which enabled him to identify his strengths, needs and desired outcomes.  Another strength was my use of active listening, I paraphrased and summarised to show my understanding of our conversation (Lishman, 2009). Gaining his views thoughts and feelings and listening to his outcomes gave him a voice and participation in the conversation. 

Recognising his communication difficulties due to his brain injury, I identified that he may have a barrier to communicating his views, therefore I ensured I slowed our discussion which gave him time to answer, and I did not ask too many questions in one sitting. He did not need any other communication aids. This way of using emotional intelligence is supported by Morrison (2007) to have effective social work communication. On reflection, I felt that I could have improved my use of terminology. I did at times use professional terminology when describing services that could improve his wellbeing and achieve change, he asked for clarity around this, proving that I was not initially adapting my language for my audience. This could have impacted his understanding and his ability to answer my questions (Skills for Care, 2020).  I did interrupt him when he was thinking of his response, I should have given him more time to reflect on his answers to communicate comfortably as he may have felt anxious. Wilson et al., (2009) describes that pausing and allowing silence allows the service user space to process the information. The research highlights that a brain injury can affect the brain processing information, memory and communication. Changing my approach and language throughout this observation supported my views that communication is not only verbal, but it also includes using positive body language, person-centred practice and emotional awareness (Gray and Webb, 2008).  

I promoted his rights and inclusion in our conversation which is a key aspect in the Welsh context (Welsh Government, 2012). I adapted my approach on how I asked questions in simpler ways. I included his cultural identity with Indian heritage and living in a rural Wales town and his a strong community network around him, he wanted this to be recognised throughout the assessment.  Thompson (2016) recognises the importance of using the client’s identity to establish a good connection throughout assessment.  To reduce the power imbalance due to there being an observer in the room and his health condition and to create more engagement (Ingram, 2013), I used “reflection-in-action” described by Schon (1983) by adjusting my style of questioning when adult 1 responded to my questions. This demonstrated my ability to make communication changes due to his needs during the assessment.  This was positively fed back to me by the observer after the observation.

My awareness of being observed may have affected my natural flow of this conversation.  I may have been focused on how I performed rather than being fully present in the assessment. Being fully present with a person is essential for effective social work practice (O’Leary, Tsui and Ruch, 2013). I did acknowledge his present circumstances and spoke about his strengths that he has since living with his brain injury, he responded positively to this by describing how he manages day to day to minimise risk. This opportunity has taught me to have confidence in my communication style with others which will improve through reflecting in my future practice.  

On reflection, this observation demonstrated my empathy to a person, and I ensured adult 1 was listened too and understood.  There are areas for improvement which include my use of language to simplify professional terms especially when a person has a communication need such as a brain injury.  I should also focus on being comfortable in giving longer silences to ensure the person has time to express their views, allowing them time to process and build trust (Trevithick, 2012; McLeod, 2019).  Also allowing observation on my practice can be a powerful tool to improve and reflect on the interaction.  Communication with others should be supported by feedback and self-reflection and is a skill to carry forward in practice (Seden, 2005). This observation showed my empathy to understand his needs and we both decided on an outcome that would improve his life, allowing his voice throughout this assessment gave him a way to come up with a solution to achieve change. 

To improve my practice and communication in the future I will start to use a reflective diary and use this within supervision.  I will also encourage more observations in my practice and observe other professionals to understand their approach of working with others to improve my way of working.  Since completing this observation, I have attended a two-day course on collaborative communication which I will use in all areas of my practice to improve outcomes for people and ensure that they have a voice in their involvement in social services.  I have also looked back at previous observations from my social work degree to see how I have changed and developed since qualifying.  Most interestingly is that previous observational feedback describes learning to allow longer silences between questions and answers.  I will therefore discuss my meetings with service users in supervision focusing on my conversation style and how to overcome barriers.
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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?

	“she was on time and she also contacted me before coming”

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

	“Definitely yes, she also again got my permission at the doorstep to check if I was still happy for the observer to be present. 
The social worker explained me why she was coming and also explained me before the meeting why she was there in consideration to my condition”. 

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

	“I was very clear”, sometimes I forget due to my condition, but she explained me again”. 

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

	“She was very prepared, very clear and satisfied everything I enquired, she came with some information for me”. 

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

	“she listened to me very well and totally very respectful”

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

	“Yes, sometimes it my hearing that I cannot listen properly, but she explained everything very well”



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

	“ I did not have any but she satisfies everything I asked”
	

	Are there any other comments or suggestions that you would like to make?
	“She is a pleasure to visit me at my home, she is every welcome, and she is nice and helpful person. Sometimes I do not welcome people because they are pushy but she is welcome as she is very nice and helpful”. 
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