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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:  25/04/2023 

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 will reference the individual within this reflection as ‘P’ to ensure anonymity. P is a White English lady in her nineties who has a diagnosis of dementia and mental health needs. P is currently in a temporary care home placement in a rural area of Wales following admission to hospital having suffered a stroke and P’s daughter being no longer able to support her. I am involved with P to undertake an assessment under the Social Services Wellbeing (Wales) Act (2014) and to consider a potential return home to live with her daughter or whether P wishes to remain within the care home on a permanent basis and has subsequent eligible needs in line with the Care and Support (Eligibility) (Wales) Regulations 2015. Queries relating to P’s capacity to make this decision for herself have been raised as a result of her poor short term memory and during the assessment process I will be mindful of the Mental Capacity Act 2005 and its application. 

Although living in Wales, P is an English speaker and is able to communicate verbally, however there is a need to be mindful of P’s cognitive impairment. P also has a visual impairment for which she wears glasses. From a cultural perspective, P can become very anxious and will require reassurance using clear appropriate terminology avoiding the use of any jargon. Having met with P on two occasions prior to this observation I was able to ascertain that P had capacity to consent to the observation and that this observation would in fact provide P with additional reassurance of her care and support planning and would be beneficial to P. Prior arrangement was made with P around one week before the observation taking place and again confirmed my attendance on the day of the observation. 
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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.   

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).


Communication is defined by Nordquist (2019) as “the process of sending and receiving messages through verbal or nonverbal means”. For this task I will be using Rolfe et al (2001) model of reflection which sets out three main questions; ‘what?’ ‘So what?’ and ‘Now what?’ I will begin by writing a description of what happened during my observation. I will then progress to discuss and analyse what I can bring and learn from the situation before then looking at what needs to happen and how I can use learning from this observation for my future practice. I will explore my communication methods and skills and how I am able to demonstrate social work ethics, values and the code of professional practice (Social Care Wales, 2017) through utilisation of a person-centred approach. I will also make reference to the ‘Active Offer’ and ‘More than Just Words’ framework as I am currently a practicing social worker in Wales. 

I will begin by describing Rolfe et al.’s (2001) ‘What’ stage. The observation was undertaken as part of an assessment process in line with SSWBA (2014) and a statutory duty to assess individuals in need of care and support. I wanted to obtain P’s views, clarify the care plan and confirm arrangements with P to provide reassurance and also ensure that P understood what this meant for her. The visit took place in P’s bedroom which is a private area adorned with P’s belongings and aided P to feel at ease. I had previously met with P on prior occasions and had pro-actively offered her an assessment in her chosen language in line with the Active Offer under the ‘More than just words’ framework (Welsh Government, 2012). The Active Offerwas implemented to ensure that a proactive approach was taken to make sure that language needs were identified to empower individuals and instil confidence. Although already aware that P was originally from England through my background knowledge, she lived in a predominantly Welsh speaking rural area prior to her admission and the demographic of the area is such that there are individuals who are unable to speak English and also those who have reverted solely to their first language of Welsh following a stroke or deterioration in their cognition which is something that I am mindful of. The Welsh Language (Wales) Measure (2011) was brought into force and created rights for Welsh speakers and introduced duties and requirements on the delivery of public services in Welsh under the ‘Welsh Language Standards’. This also created the role of the ‘Welsh Language Commissioner’ who is in some instances able to investigate should an individual’s freedom to use Welsh be restricted. 

Aside from language needs, I also considered different forms of communication for P as P’s diagnosis of dementia impacts upon her communication abilities. The National Health Service (2023) notes that dementia can cause difficulty concentrating, confusion, struggling to follow conversation, word finding and difficulty planning. One of the initial components of the observation was to ensure that P consented to the observation and that P understood the reason for my visit. I was able to do this by contacting the care home and liaising with P via telephone as this was a relatively straight forward conversation. 

As the observation would include a greater depth of information I needed to consider alternative communication methods. In preparation for the visit, I prepared some pictorial aids to represent P’s home and her current care home in order to maximise P’s understanding of her options and take ‘all practicable steps’ to support P in her decision making as set out in principle 2 of the MCA (2005). Practicable steps considered included consideration of both verbal and non-verbal communication such as the use of interpretation, sign language, hearing equipment, support staff/family being present and also visual/written prompts. I also utilised the SOLER model (Egan, 1990) which identifies active listening techniques; face squarely, open posture, lean forward, eye contact and relax. This aided me to focus upon non-verbal communication such as both my own and P’s body language. During the visit P was sat in an armchair in her room and I decided that I would sit in front of P to enable eye contact and respond to body language queues. There were times whereby P would become quiet and emotional particularly in discussing her recent stroke at which point I would provide comfort and reassurance to P often pausing to listen to P and her concerns before progressing with the conversation. I began by asking P what she would like to do in relation to her care and accommodation options. I provided P with her options both verbally and in utilising the pictorial aids that I had pre-prepared. Following confirmation of P’s wishes I repeated these back to P to confirm active listening strategies. I then explained to P consciously in short, simple sentences that it had been agreed for her to remain in the care home long term. This provided instant reassurance for P and P instantly portrayed a more relaxed demeanour and becoming quite teary eyed. To conclude, I explained the next steps for P and advised P that I would visit her again in the near future to ensure all is working well in her placement. 

Progressing to the ‘So What?’ stage (Rolfe et al, 2001) and upon reflection, I was able to utilise a strengths based approach which involved collaboration with P (Department of Health, 2017). The strengths based approach is deeply rooted in legislation such as the Mental Capacity Act (2005), the SSWBA (2014) principles, Human Rights Act (1998) and the Equality Act (2010). This approach enabled me to empower P in her right to self-determination and ensure that P was able to portray her views and wishes appropriately. Despite the potential communication barriers for P and myself I felt confident that I was able to adjust my communication skills and approach to suit P’s psychological needs through the use of appropriate language, terminology and body language. There were challenges that emerged from discussion with P, which were largely based around P’s emotional need for reassurance and comfort. Whilst in the midst of the conversation there were times whereby P would become upset when reflecting and I felt incredibly empathetic towards her but had to remain mindful and aware of my professional boundaries and respond accordingly. Should P’s cognitive impairment have been more profound then this conversation could have been more difficult as a result. 

The Social Care Institute of Excellence (2010) states that good communication is “essential for supporting people to express their wishes and views”. In the ‘Now What?’ stage (Rolfe et al, 2001) I have reflected on the feedback provided from both P and the observer and felt that I achieved the objective of the observation in gathering P’s wishes and views, providing reassurance and clarity for P whilst showing good active listening skills and empathetic practice (British Association of Social Workers, 2021). P’s feedback although quite limited has provided me with reassurance that P’s psychological needs were at the forefront and that I remained attentive to the changes in P’s mood. Using approaches such a strengths based practice helped me to draw upon P’s abilities and skills to promote her engagement.  Moving forward I remain mindful of the importance of preparation in ensuring that my practice is as person-centred as possible, particularly in relation to undertaking assessments of capacity and the importance of the second principle of the MCA 2005; practicable steps. Ultimately I have achieved a successful outcome for P and hope to continue to embed good communication within all of my social work interventions whether that is face-to face interactions, e-mail, virtually or via telephone. 
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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?

	“Yes, Kasha contacted the home to say that she was going to be a little late”.

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

	“Yes she did”.

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

	“Yes, she was excellent”.

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

	“Yes, she was prepared and helped me understand what is happening next”. 

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

	“Yes, she explained things to me”. 

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

	“Yes, she was very clear”.



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

	“She has been very nice, kind and helped me understand things”.

	Are there any other comments or suggestions that you would like to make?
	“She is very nice and kind and made me feel less worried”
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