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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:  _ 18 August 2025_ _ _ _ _ _ _ _ _ _ _ _ 

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).

The purpose of the observation was to complete a review with an individual receiving care and support from a care agency, in line with the Social Services and Wellbeing (Wales) Act (SSWWA) 2014. The individual’s primary informal carer was also present for part of the review, no linguistic barrier was identified, both confidently and fluently speaking verbal English; their linguistic preference ascertained as part of the assessment. The review aimed to consider whether the care agency was supporting the individual in achieving the outcomes identified in their assessment under the aforementioned legislation.  

The Local Authority area reflects the broader Welsh demographic trend of an aging population, furthermore, the highest number of unpaid/informal carers in the country (Office for National Statistics, 2013; Redcliffe, 2021). The citizen was in the minority of the support group in my agency, being younger, in her 50s without cognitive impairment and had physical disabilities defined under the Equality Act 2010. This presented challenges tailoring services that were meaningful to the individual’s needs; thereby maintaining anti-oppressive and anti-discriminatory practice (Beckett et al., 2017; Burke & Harrison, 2009; Redcliffe, 2021). Furthermore, the area includes areas which are ranked among the most deprived areas in Wales, including in health and household income categories (Welsh Government, 2019d).

Prior to the observation, consent was obtained from both the individual and their informal carer via telephone and again in person at the time of the review. To seek to minimise the impact on the individual, a clear explanation of the observer’s role was provided, including reassurance that participation was voluntary and could be declined or ended at any time.  I reassured the individual the observer would be female, as she can be apprehensive around men, in addition to a description of the observer to support her to visualise them; which had worked well in the past. This ensured transparency and upheld the rights and dignity of the individual throughout the process (Beckett et al., 2017; Howe, 2009; Social Care Wales (SCW), 2017). 


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).


To support my reflection, I will be using Dr. Greenway’s ‘Four F’s’ model, which provides a structured approach by focusing on facts, feelings, findings, and future (Making Business Matter, 2023; Vaida, Iepure and Greenaway, 2015; Greenaway, 1992-1993; University of Edinburgh, n.d). As outlined by these sources, this active reflection model is designed to encourage critical thinking about experience; its simple structure also supporting practitioners to work reflexively when collaborating with individuals. Therefore, I found it useful to aid in structuring the observation in addition to a tool to use to reflect on the observation; creating consistent reflection and identifying areas of learning. 

I telephoned the citizen to schedule the visit and enquired the best times and locations for them and outlined the purpose of the observation; similar information was sought from the carer. I feel passionately that person cantred practice is essential beyond the formalized ‘time slot’ of any visit. As it is through actions perceived as ‘small’ such as scheduling a time, that social workers reflect the core principles of person cantred practice; respect, dignity, choice, control, individuality and involvement in decision making (Gardener, 2013; Howe, 2009; Maclean and Harrison, 2015; Trevithick, 2005). Through practicing a person cantred approach,  I reflected accountable social work practice through demonstrating  an understanding of the balance and impact of power upon relationships – in acknowledging that reviews needed to take place but could be done on the citizens terms (Howe, 2009; Washburn and Grossman, 2017). Thus, I feel I effectively using my professional role to empower the citizen to achieve their outcome and be involved in collaborating in their assessment, thus reflecting the aforementioned principles within the SSWWA 2014 (SCW, 2017; 2011; Washburn and Grossman, 2017). 

I have built a positive rapport with the citizen and their informal carer whilst implementing care and support. However, I found it challenging to continue to avoid being ‘caught in the middle’; when these two parties disagree. Although referring to work with young people, I have continued to value the ideas of Mcleod (2010), in supporting open dialogue through acknowledging the social work role; in this instance ensuring all are aware I am first and foremost the citizen’s social worker. However, as this is an ongoing issue, in the future I will seek to utilise the communication principles within the reciprocal model of communication / structure (Koprowska, 2020; Maclean and Harrison, 2015). As although referring to groupwork, its emphasis on collaboration; facilitating all parties, including professionals to seek to work together to resolve areas of disagreement would better facilitate an empowering discussion rather than oppressive disagreement (Koprowska, 2020; Maclean and Harrison, 2015).  Thus in turn facilitating partnership working with individuals, their carers and professionals whilst maintaining a ethical, person centred practice, with the views of the individual at its core (SCW, 2017).  

When the citizen discussed her direct payments, which were separate from the commissioned services under review, I was worried the review discussion would get derailed and lose focus, as it had in the past. However, I feel I have grown in confidence using closed questions when situations like this arise, using them to efficiently gather salient information, provide a framework for when this topic would be discussed, and moving on (Koprowska, 2020; Trevithick, 2005). I have been wary of using closed questions in the past, as they can, if used unethically, become oppressive and reduce the citizen’s voice (Trevithick, 2005). However, using this method allowed me to make a judgment and record information efficiently to work collaboratively with the citizen and demonstrate how this was a future discussion. By acknowledging this power imbalance actively, I was able to practice reflexively to maintain professional accountability, anti-oppressive, and anti-discriminatory practice (Bassot, 2020).

To ensure I had prepared effectively and was able to communicate effectively with the citizen and their carer, I had previously, as part of the assessment process, made the ‘Active Offer’ in accordance with the Welsh Language Measure 2011 and the ‘More than just words’ framework (Welsh Government, 2022). The individual did not wish to receive services in Welsh, therefore my intervention has been undertaken in English, their language of choice. Through demonstrating this awareness, I felt I demonstrated linguistic sensitivity to the individuals needs whilst also supporting them in participating in the review to express their strengths, needs and desired outcomes. 

In the first 10 minutes, I felt a sense of lurking trepidation about the impact of introducing the observer as a new element to the review – that it would cause a loss of focus in the review which was time limited. To remedy this, I utilized verbal and nonverbal techniques outlined within motivational interviewing, including; mirroring physical posture, to convey ease but also assess the ease or unease of others present to ensure it remained appropriate for the observation to continue (Hall, Sears and Walton, 2020; Miller and Rollnick, 2002; Teater, 2013; Watson, 2011). By using non-verbal communication techniques I felt I was able to more subtly gather the information required to make a decision to continue with the presence of the observer – confirming their impact was limited on the discourse.  I have practiced the use of such techniques over the course of my role, finding them effective in supporting a person cantred practice through increasingly my adaptability and ability to practice reflexively whilst completing interventions with individuals (Watson, 2011). This is a technique I would continue to utilise in the future. 

At times, the care agency manager and I become frustrated at the passive tone of the citizen, who struggled to actively take responsibility for their role in achieving their outcomes. I tried utilising transactional analysis theory, a theory of communication that can be effectively used to support individuals in reflecting logically on the care they receive (Cornell. et al., 2016; Maclean and Harrison, 2015; Mitra, 2017; Pitman, 1982; Solomon, 2003). These sources note, its intention being to seek to redirect discussion to facilitate the citizen adopting an ‘adult ego state’ thereby allowing them to engage in rational, calm, and evidence-based dialogue. However, it was limited in its success; nonetheless, I found the experience a valuable reminder in social work values and ethics that my role was not to ‘fix’ but to seek to facilitate change. That on this occasion, the citizen was in contemplation, not preparation within the cycle of change (Davidson, 2002; Prochaska and DiClemente, 1983; Trevithick, 2005). Therefore, although this remains an ongoing issue, through trying different communication theories and collaborating with the individual, I believe that I will be more prepared to facilitate change and the citizen achieving their outcomes when their ready. 

The SSWWA 2014 and SCW (2017) Code of Professional Practice emphasizes the importance of collaboration to meet individual outcomes and promote ethical practice. However, although all parties were present, a challenge I found was how to reflect these values when the procedural reality was that I was the final decision maker regarding the package’s effectiveness.  Although confined to hospital social work Fantus et al. (2017) reflects the wider discourse that a clash of different ethics can be a source of moral distress and a barrier to critical reflection. In this instance, the balance of care and control, while promoting choice—a key ethical dilemma in social work—was at the forefront of my mind (Banks, 2021; Becket, Maynard and Jordan, 2017). During the visit, I confronted the power imbalance openly by defining my role, which I believe promoted anti-oppressive and anti-discriminatory practice. However, as this remains an ongoing challenge and at times a source of moral distress, I continue to find discussing this in supervision helpful. Thus, although an area of development, during this intervention I demonstrated critical reflection on a collaborative intervention, making professional judgments in accordance with practice guidance and its legislative framework.
 
On the whole, I found the intervention to be successful in gathering the required information for the review. I believe I utilized communication skills in a person cantred manner which reflected awareness of the wider context of social work practice in Wales. Thus promoting an ethically accountable intervention with citizens, reflecting the Code of Professional Practice (SCW, 2017).


WORD COUNT: 1347








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. I am sorry that I could not answer the door and you had to wait”

	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 asked me and told me that you were observing her.” The individual went on to explain that she had been told that the observation was part of the learner’s progression as a Social Worker and she was “happy to help”.

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

	“Yes, she told me that she wanted to meet with me and the care agency to see how things are going and how I am progressing”.

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

	“Very well prepared. She is always is. She understands what is going on”.  

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

	“Yes. Definitely. She is easy to talk to and very nice. I can talk to her about how sad I am about mam and how it affects me. Her getting me the agency is a positive”. The individual then explained that she is feeling positive about the future and meeting her identified outcomes because of the learner’s involvement and her approach.  

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

	“Yes”. At the observation, the individual asked the learner to explain the role of a health team that the learner requested permission to refer to. The learner explained and the individual said that they understood. The individual commented that she felt comfortable asking the learner for clarification if needed. 



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

	“Yes.” The individual explained that she can trust the learner to follow up and “get things sorted out”. 

	Are there any other comments or suggestions that you would like to make?
	The individual’s carer commented that the learner has “so much patience” and that she “can’t speak highly enough” of the learner because “everything she has said she is going to do, she’s done it”. 
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