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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:  09.10.2025

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).





Service User 1 (1) is an 81 year old gentleman from a small, rural village in Wales who was placed in a residential care home six weeks ago following a significant decline in both his physical and mental health. He experienced a stroke that resulted in substantial communication and cognitive difficulties, which contributed to increased isolation, low mood, and episodes of suicidal ideation and attempts. Prior to his placement, 1 was at further risk due to unsafe behaviours such as leaving his home and inviting strangers in, seeking assistance with tasks such as using his telephone.

Following assessment under Section 35 of the Social Services and Well-being (Wales) Act 2014 (SSWBA, 2014), 1 was deemed eligible for permanent residential care to meet his care and support needs. This observation takes place during 1’s initial review, conducted in accordance with Section 54 of the SSWBA 2014, which outlines the duty to review care and support plans to ensure they remain appropriate and effective. These responsibilities are supported by Part 4 Code of Practice (Meeting Needs), which provides statutory guidance on how local authorities should fulfil their duties in meeting individuals’ care and support requirements.

Consent for the observation was initially obtained via 1’s daughter. I explained that my mentor would be present to observe my practice and would request feedback following the review. 1’s daughter confirmed his consent after discussing it with him. At the review, I reconfirmed consent directly with 1 and his daughter, ensuring they understood the purpose of the meeting and of being observed and that they could withdraw consent at any time.

As 1’s first language is Welsh, the Active Offer was extended in line with the More than Just Words framework (Welsh Government, 2022) and the Welsh Language (Wales) Measure 2011 (Welsh Government, 2011). Consideration was given to the impact of the observation on 1 and to support 1’s communication needs and reduce any potential distress, his daughter was present to provide advocacy and emotional support.

(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 is central to social work practice, particularly when working with individuals who have complex needs which impact on their communication and cognitive abilities.  During the observation with 1, I was acutely aware of the importance of adopting a person-centered approach to communication. 1’s diagnosis of severe expressive and receptive dysphasia following a stroke presented significant barriers to verbal interaction, requiring me to critically assess and adapt my communication methods to promote understanding and ensure his voice was heard and respected in line with the Code of Professional Practice, Social Care Wales, 2017 (COPP, Social Care Wales, 2017) and the British Association of Social Workers (BASW) Code of Ethics (British Association of Social Workers, 2014.

Prior to the review, I prepared by reading 1’s care records on the local authority secure database, and a detailed report received from the psychologist and speech and language therapist. This enabled me to understand the nature of his communication difficulties and strengths whilst also informing my direction when researching appropriate strategies for effective communication. This proactive approach reflects the BASW Code of Ethics, which emphasises the importance of professional integrity, competence, and commitment to lifelong learning. It also aligns with the COPP, (Social Care Wales, 2017) which requires practitioners to be accountable for the quality of their work and to communicate in an open, honest, and respectful manner. 

Understanding the impact of stroke on language was essential for effective communication. 1’s diagnosis of expressive and receptive dysphasia reflects the common post-stroke language impairments that affect both comprehension and verbal expression. Research highlights that stroke can disrupt the brain’s language networks, leading to aphasia, which varies significantly between individuals depending on the location and severity of the stroke (Ketchabaw, 2023). This underlines the need for person-centered communication strategies adapted to suit each individual; a principle embedded in the Social Services and Well-being (Wales) Act 2014, which promotes voice, control, and well-being.

Recognising the potential power imbalance evident in formal review settings, I took deliberate steps to create a safe and inclusive environment. Arriving early allowed me to review the care home’s care plans and risk assessments, and also time to explore a suitable room which was quiet and free from distractions. I chose to sit beside 1 rather than opposite him, a subtle but meaningful gesture aimed at reducing any feelings of intimidation and promoting equality. This physical positioning, combined with open body language and consistent eye contact, helped foster a sense of trust and comfort. These actions reflect the COPP (Social Care Wales, 2017), which requires practitioners to respect individuals’ dignity, promote their rights and voice, and work in ways that build trust and confidence.

Throughout the review, I was mindful of the pace and tone of my speech. I used short, clear sentences, spoke slowly, and paused frequently to allow 1 time to process information provided to him considering his communication and cognitive difficulties. I also embraced the use of silence, not as a void but as a space for reflection and response. This approach is supported by communication theory, particularly the Transactional Model, which give emphasis to the reciprocal nature of communication (West & Turner, 2018). Koprowska (2020) emphasises that communication is a relational and ethical practice, not merely a technical skill. Her focus on non-verbal cues and emotional awareness guided my use of body language and silence. Through the use of silence and allowing 1 time to think and respond, it promoted his autonomy; a core social work value, whilst also respecting his time to process his thoughts and control over the focus of discussions to try and re-balance the power dynamics (COPP, Social Care Wales, 2017).  

Language sensitivity was a critical component of this interaction. As 1’s first language is Welsh, I ensured the Active Offer was extended in line with the More than Just Words framework 2022, and the Welsh Language (Wales) Measure 2011. Trevithick (2011) outlines a broad range of core skills including empathy, clarification, and summarising, which I consciously applied. I used both Welsh and English as directed by 1, repeating and rephrasing information where necessary to aid understanding and maintained an empathetic expression. This not only supported his communication needs but also demonstrated cultural competence and respect for linguistic identity; key elements of person-centred practice in Wales (COPP, Social Care Wales, 2017). 

The publication Different Words: Different Worlds? (Davies, 2012) further emphasises that language is not just a tool for communication but a reflection of identity, culture, and emotional wellbeing. In Wales, where bilingualism is common, recognising and respecting language choice is a vital part of person-centred care. By offering 1 the Active Offer, I acknowledged the cultural and emotional significance of his first language which was Welsh, which is especially important when cognitive and linguistic abilities are compromised. This approach aligns with the ethical principles of dignity, respect, and empowerment central to social work in Wales.

1’s frustration when experiencing difficulties expressing himself required me to remain patient and empathetic, using reassurance and validation to maintain his confidence. It reminded me that effective communication is as much about emotional presence as linguistic skill. It also highlighted the importance of the presence of 1’s daughter. Given 1’s communication difficulties, her role as an informal advocate was invaluable. I ensured she was involved in the process, both to support 1 emotionally and to help interpret his needs and preferences where required. This reflects the principle of co-production and collaboration, which is embedded in both the Social Services and Well-being (Wales) Act 2014 and the Code of Professional Practice. It also highlights the importance of recognising and valuing the contributions of carers in the care and support planning process, strengthening interpersonal practice and ensuring decisions are informed by those who know the individual best.

My own background of growing up in a small, rural village with a strong Welsh identity and close-knit community, allowed me to connect with 1 on a personal level. Reflecting on the interaction using Mike Nolan’s SENSES Framework (Nolan et al., 2006) further supports the effectiveness of my communication approach in promoting a sense of security and belonging. I understood the significance of community and the sense of loss he felt from being unable to participate in local social activities as he once did. This shared cultural context informed my empathetic approach and reinforced the importance of relationship-based practice. It reminded me that effective communication is not just about words, but about understanding, connection, and shared meaning. 
Upon reflection, I feel 1 responded positively to the adapted communication strategies. He appeared more engaged, maintaining eye contact and nodding when information was repeated slowly. His frustration decreased when I used Welsh phrases and allowed extra processing time, which seemed to validate his identity and reduce anxiety. The presence of his daughter, combined with my inclusive approach, enabled 1 to contribute meaningfully to decisions, demonstrating that the strategies promoted autonomy and dignity.

While I believe my approach was effective, there are always areas for improvement. Next time, I could check for understanding more frequently by using confirmatory techniques such as yes/no cards or gestures to ensure clarity throughout. Additionally, 1’s visible frustration highlighted the need for proactive emotional reassurance. In future, I will prepare strategies such as breaks if communication becomes overwhelming.

In conclusion, the observation with 1 was a powerful reminder of the importance of thoughtful, person-centred communication in social work. It required me to draw on a range of skills, values, and theoretical frameworks to ensure 1’s voice was heard and his rights upheld. Horner (2018) and Beckett (2006) both stress the importance of context and theory in shaping effective practice, while Maclean and Harrison (2015) provide a straightforward framework for integrating theory into everyday interactions. These authors collectively reinforce the need for reflective, inclusive, and values-driven communication in social work. I believe these principles were evident in my approach, which was informed by ethical standards, cultural competence, and a commitment to promoting well-being. While I recognise areas for growth, I am confident that my communication methods reflected the core values of social work and contributed to a meaningful and respectful interaction.
(Word Count: 1349)

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?

	Catrin reviewed the care home file and care logs on the planned review day before the meeting, starting on time when the person and their family member arrived and were ready to start.


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

	Both individuals confirmed their consent. 

Catrin said it was up to me and that I could change my mind or withdraw my consent at any time. 

On the day of the meeting, Catrin confirmed once more that they continued to allow the observer to be present before proceeding.

Both individuals said yes we were aware of the reason for the observation.


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

	Yes, to complete a review.

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

	I feel Catrin was very well prepared.  From our first meeting I felt Catrin had an understanding and awareness of my situation.

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

	Definitely, she has been marvellous.  She has listened and understood.

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

	Yes Welsh ‘wenglish’.

Catrin clearly explained things so that I understood.


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

	Yes 100% since the beginning not just today


	Are there any other comments or suggestions that you would like to make?
	Catrin has been brilliant.  She always has time for me, I don’t feel rushed.  

Catrin has been supportive and helpful.  She felt familiar knowing the area I’m from.  I’m so thankful to Catrin for understanding what I needed and I’m now here and I feel safe.
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