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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:  _ 04/08/2026_ _ _ _ _ _ _ _ _ _ _ _ 

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).

My direct observation was an assessment session with a mother and her young son at their home in a small Welsh village. The Active Offer was provided, although mother declined this. The Active Offer aims to ensure that individuals can receive services in Welsh without having to request them, recognising that language is an integral part of person-centred and rights-based practice (Welsh Government, 2015; Social Care Wales, 2025). Ensuring that the appropriate language is used promotes effective communication, enables individuals to express their views, wishes and feelings, and supports meaningful participation in decision-making.

The assessment was initiated following numerous referrals received over a period of time from the family's neighbour. The referrals raised concerns regarding conditions within the family home, mother's behaviour, the children allegedly not having access to gas, and experiences the child may have been exposed to or witnessed. It is important to note that mother has consistently denied these concerns and stated that she believes the neighbour is harassing her through repeated referrals. Therefore, this assessment was important to gain mother's views, wishes and feelings regarding the concerns raised and to understand her lived experience.

Given the concerns and to ensure safe practice, it was agreed that the visit would be conducted jointly by two social workers. This presented an appropriate opportunity for a direct observation to take place. Mother’s permission was gained in advance of the observation providing verbal consent.

Consideration was given to the impact of the observation on both mother and child, recognising that the presence of an additional professional could affect engagement and communication. The assessment was undertaken in accordance with the principles of the Social Services and Well-being (Wales) Act 2014, which promotes voice, choice, participation and wellbeing. A strengths-based approach was adopted to ensure mother felt respected, listened to and involved in the assessment process. The child's views and welfare remained central throughout, in line with the principles of the United Nations Convention on the Rights of the Child (UNCRC, 1989).
. 
Word count 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).

Effective communication was central to this direct observation and was essential in enabling a meaningful assessment to take place. The assessment involved a mother and her young son who were the subject of repeated referrals from a neighbour regarding concerns about the family home, mother's behaviour, access to utilities and the child's experiences. However, mother consistently denied the allegations and instead described herself as the victim of ongoing harassment by the neighbour. This created a complex situation in which it was important to balance the concerns raised through referrals with mother's right to be heard and treated with dignity and respect. Consequently, communication was not simply a means of gathering information but a vital tool for building trust, reducing anxiety and ensuring a person-centred assessment.
Prior to the visit, I considered whether I possessed the necessary communication skills to undertake the assessment effectively. The mother had expressed frustration with agencies becoming involved due to repeated referrals and there was a risk that she may perceive professionals as siding with the neighbour. This required me to reflect on my own values, assumptions and communication style to ensure I approached the assessment with professional curiosity and an open mind. The Code of Professional Practice for Social Care (Social Care Wales, 2017) requires social workers to respect the views and individuality of those they support whilst promoting their rights and wellbeing. Therefore, I needed to demonstrate empathy, active listening and neutrality whilst exploring the concerns that had been raised.
As I practice in Wales, consideration of language formed an important component of the assessment. The Active Offer was made in accordance with the principles of More than Just Words (Welsh Government, 2012), which promotes the proactive provision of Welsh language services and recognises that language is integral to quality care and support. Although mother declined the Active Offer, discussing language preferences was nevertheless important as it demonstrated respect for the family's identity and communication needs. Language is more than a method of communication; it is closely linked to culture, relationships and the ability to express emotions and personal experiences. By ensuring mother was aware of her right to receive services in Welsh, I demonstrated culturally responsive and rights-based practice. This reflected the principles of the Social Services and Well-being (Wales) Act 2014, which emphasises voice, choice and control.
Given the information available prior to the visit, I recognised that establishing rapport would be essential. Mother may have felt defensive due to the repeated referrals and the perception that professionals were scrutinising her parenting. To minimise potential power imbalances, I consciously adopted a strengths-based and person-centred approach. Rather than focusing immediately on allegations made by others, I sought to understand what mattered to mother and invited her to explain her experiences and concerns. The Social Services and Well-being (Wales) Act 2014 places significant emphasis on outcome-focused and strengths-based conversations. This approach allowed mother to identify her own priorities rather than feeling she was being questioned solely about perceived deficits.
Throughout the assessment, I utilised active listening skills to demonstrate respect and encourage engagement. Teater (2014) identifies active listening as a fundamental social work skill which enables practitioners to gain a deeper understanding of an individual's experiences and perspective. I used verbal encouragers, attentive body language and appropriate eye contact to convey interest and empathy. Furthermore, I utilised paraphrasing and summarising techniques to check my understanding of what mother was telling me. For example, when mother described feeling targeted by her neighbour, I reflected this back to her by summarising her account and checking whether I had understood correctly. This enabled mother to clarify information where necessary and demonstrated that her views were being heard and valued.
Another communication skill I utilised was the use of open-ended questions. Rather than asking questions that could be answered with a simple "yes" or "no", I invited mother to provide detailed explanations of her experiences. Questions such as "Can you tell me more about your concerns regarding the referrals?" and "How have these allegations affected you and your family?" encouraged discussion and promoted collaborative working. I consciously avoided using "why" questions where possible, as these can inadvertently create feelings of blame or defensiveness (Hepworth et al., 2022). By using exploratory and non-judgemental language, I was able to gather information whilst maintaining a positive working relationship.
The observation also highlighted the importance of professional curiosity. While it was essential to listen carefully to mother's account, it was equally important not to accept information at face value. Professional curiosity involves respectfully exploring information, seeking clarification and considering alternative explanations (Brandon et al., 2020). Throughout the discussion, I balanced empathy with analytical questioning, ensuring that I explored both mother's perspective and the concerns that had prompted professional involvement. This enabled me to maintain a child-centred focus whilst recognising mother's right to have her views represented accurately within the assessment.
Importantly, communication extended beyond verbal interaction. I remained conscious of my non-verbal communication, including posture, facial expressions and tone of voice. Research suggests that non-verbal communication significantly influences how messages are interpreted and whether individuals feel heard and respected (Thompson, 2021). Given mother's perception that she was being unfairly judged by others, it was particularly important that my non-verbal communication conveyed openness and neutrality. I ensured my tone remained calm and respectful, even when discussing sensitive issues, to support engagement and reduce the likelihood of conflict.
The child's presence during the assessment also required careful consideration of communication methods. In line with Article 12 of the United Nations Convention on the Rights of the Child (UNCRC, 1989), children have the right to express their views in matters affecting them. Whilst the assessment was largely focused on mother's experiences, I remained attentive to the child's presentation, interactions and opportunities to contribute where appropriate. This reinforced the principle that children's voices should remain central to social work practice.
Reflecting critically on my practice, I recognise several strengths in my communication during this observation. I successfully established rapport with mother, despite the sensitive nature of the concerns and her mistrust of the referral process. My use of active listening, empathy and open-ended questioning created an environment where mother felt able to share her experiences. Additionally, my consideration of language needs and implementation of the Active Offer demonstrated culturally sensitive practice consistent with Welsh legislation and policy.
However, the observation also highlighted areas for development. At times, I found myself concentrating heavily on gathering information required for the assessment. In doing so, I became aware that my focus on formulating subsequent questions occasionally limited my ability to fully engage in reflective listening. Whilst this did not appear to impact the overall assessment, more experienced practitioners are often able to balance information gathering and empathetic engagement more fluidly. This is an area I intend to continue developing through supervision, reflective practice and direct work experience.
Overall, this observation reinforced the importance of communication as the foundation of effective social work practice. The ability to listen actively, communicate respectfully, remain professionally curious and recognise the impact of language and culture was instrumental in ensuring the assessment remained person-centred. By integrating the values of the profession, the principles of the Active Offer and the requirements of Welsh legislation, I was able to support meaningful participation whilst maintaining a focus on safeguarding and wellbeing.
Word count 1214









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 she was on time

	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 because of my neighbour 

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

	Well prepare she had lots of information about has been on going on. 

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

	Yes, she listened to me about what my neighbour has been doing to us. 

	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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