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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:  25/06/2025

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).

Social work intervention centred on completing an initial, person-centred assessment with Individual 1 following concerns of financial exploitation. The objectives were to clarify the safeguarding concern, determine eligibility under the Social Services and Well-being (Wales) Act 2014 (SSWBA), and explore wellbeing outcomes using a strengths-based approach (Welsh Government, 2014). The observed session formed part of the Section 126 duty to make enquiries where an adult may be at risk (Welsh Government, 2014).

Individual 1 lives in a Welsh town where approximately 18% of residents report Welsh fluency (Office for National Statistics, 2022). Across Wales, around 54,000 adults have a diagnosed learning disability, with 25.4% living in the most deprived areas (Senedd Cymru, 2022). Socio-economic disadvantage combined with cognitive vulnerability increases risk of financial exploitation, including ‘mate crime’. This context reinforced the need for careful safeguarding and adapted communication (Welsh Government, 2014)

Gaining informed consent was central. Due to the individuals diagnosed learning disability, I used short sentences, concrete examples and avoided abstract terminology when explaining the observation. I clarified that another worker would observe my practice rather than assess him. To minimise acquiescence bias, I avoided closed questions and asked him to explain in his own words what would happen. This supported informed rather than compliant consent and reflected principles within the Mental Capacity Act (2005) (UK Government, 2005). Consent was obtained during a preparatory call and reconfirmed face-to-face, recognising that consent is ongoing (Reamer, 2015).

I acknowledged that observation could heighten power imbalance. I therefore emphasised that participation was voluntary and would not affect services, protecting autonomy.

Although English was recorded as his preferred language, I made the Welsh language Active Offer in line with the Welsh Language (Wales) Measure 2011 and More Than Just Words (Welsh Government, 2011). In Wales, linguistic rights are integral to equitable service provision, offering Welsh upheld dignity and culturally competent practice.

Total word count: 308











	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).

Critical Reflection on Communication Methods and Skills


This critical reflection applies Borton’s (1970) “What? So What? Now What?” model to evaluate my communication methods and skills during the observed safeguarding assessment with Individual 1 (Borton, 1970). The reflection demonstrates integration of person-centred practice, social work ethics and values, the Code of Professional Practice (Social Care Wales, 2017), culturally and linguistically sensitive practice, and the Welsh Government’s “Active Offer” principles within More Than Just Words (Welsh Government, 2011) . Particular attention is given to how Individual 1’s learning disability influenced communication, how I assessed my own competence, and how I adapted practice to promote understanding, autonomy and safeguarding.


Section word count: 100



WHAT? – Communication in Practice


Initial contact occurred via telephone to inform Individual 1 of the referral, explain the purpose of the assessment, and seek consent for both the assessment and the observation. During this conversation, Individual 1 unexpectedly offered his bank card and PIN number. This moment was significant. It immediately indicated vulnerability, potential over-compliance, and limited understanding of financial risk. My response required calm, clear and firm boundary-setting. I advised him not to share financial details and explained, in accessible terms, how such information could be misused. This interaction demonstrated both his trust in professionals and his susceptibility to exploitation, reinforcing the safeguarding context of the assessment.

In preparing for the face-to-face meeting, I considered how his diagnosed learning disability might affect communication. Individual 1 presented with notable strengths. He was verbally fluent, able to articulate his desire for greater independence, and expressed frustration regarding perceived financial restrictions. He engaged willingly in conversation and demonstrated capacity to describe daily routines and preferences.

However, difficulties emerged when exploring abstract concepts such as ‘capacity, risk, and future planning. He demonstrated a tendency toward literal interpretation and required extended processing time before responding to complex or multi-part questions. When I initially delivered information at a quicker pace, his responses became shorter and eye contact reduced, suggesting cognitive overload rather than disengagement. This required conscious adaptation. I slowed my speech, used shorter sentences, avoided professional jargon, and introduced one concept at a time. I frequently paused to allow processing and used teach-back techniques, inviting him to explain in his own words what had been discussed.

The assessment was conducted in a local library selected for familiarity and accessibility. To ensure confidentiality, a private room was booked in preparation. I offered choice regarding seating arrangements and whether he wished to have someone present for support, reinforcing participation and reducing perceived hierarchy (Lifeways, 2025). Non-verbal communication was also significant. I applied Egan’s (2013) SOLER principles; open posture, appropriate eye contact, relaxed positioning; while remaining mindful that traditional non-verbal indicators of engagement may not reliably apply to individuals with learning disabilities (Egan, 2013). Observing tone, pacing of response, and behavioural shifts provided more accurate insight into comprehension (Egan, 2013).

Throughout the session, I balanced safeguarding enquiry with strengths-based exploration, drawing on the exchange model (Smale, et al., 1993). Questions progressed from factual demographic verification to open-ended discussion of wellbeing outcomes. I summarised regularly and checked understanding to avoid misinterpretation. These strategies were not merely good communication practice but essential safeguards against misunderstanding, particularly given his demonstrated vulnerability (Safeguarding Wales, 2025).


Section word count: 420



SO WHAT? – Critical Evaluation


This observation required ongoing self-awareness regarding my communication competence. At the outset, I experienced mild anxiety due to facilitating the assessment without the learning disability nurse who typically co-facilitates such sessions. This initially influenced my pacing, leading to a slightly accelerated delivery. Recognising this shift in attunement, I consciously slowed my speech and allowed longer silences. Trevithick (2010) emphasises the importance of attuned, paced communication in relational social work; adapting in real time demonstrated reflective capability and commitment to person-centred practice (Trevithick, 2010).

The incident involving the bank card and PIN number highlighted the ethical tension between relational trust and professional boundaries. His willingness to disclose sensitive financial information indicated trust but also possible dependency and limited appreciation of risk. This required me to balance warmth with assertiveness, ensuring protective boundaries were established without undermining dignity. Critically, this moment illustrated how communication functions as both relational engagement and safeguarding intervention.

A further ethical complexity arose when discussing potential referral for a capacity assessment. While safeguarding processes may enhance protection, they risk reinforcing disempowerment if framed insensitively. I recognised that how I communicated this next step would influence whether it was experienced as supportive or punitive. This reflects the core tension within safeguarding practice: balancing protection with autonomy. The Code of Professional Practice requires practitioners to promote independence while safeguarding individuals from harm (Social Care Wales, 2017). Navigating this balance required careful language, reassurance, and clarity regarding purpose.

Consent remained central throughout. Individuals with learning disabilities may demonstrate acquiescence bias, particularly in interactions with professionals. Therefore, I avoided closed questions and instead sought demonstration of understanding through explanation. Consent was treated as an ongoing process rather than a singular event. By explicitly stating that participation in the observation was voluntary and would not affect service provision, I sought to mitigate potential coercion linked to professional authority.

Cultural and linguistic sensitivity also formed a core component of communication. In accordance with the Welsh Language (Wales) Measure 2011 and More Than Just Words I made the Welsh language Active Offer despite English being recorded as his preference (Welsh Government, 2011). Language is intrinsically linked to identity, belonging and emotional nuance. In Wales, linguistic rights are embedded in legislation; therefore, offering Welsh is not an optional courtesy but an equality obligation. Even though English was chosen, the process affirmed his right to decide and demonstrated culturally competent practice.

Critically reflecting on the session, I recognise that while verbal adaptation was effective, I relied predominantly on spoken explanation when discussing complex safeguarding concepts. Given his difficulty with abstract reasoning, additional visual or written aids may have enhanced understanding further. This highlights the importance of multimodal communication when working with individuals with cognitive impairments.


Section word count: 448



NOW WHAT? – Implications for Future Practice


This reflection identifies several areas for continued development. First, I will incorporate accessible visual aids, simplified written summaries, or diagrammatic explanations when discussing complex issues such as capacity and safeguarding. Relying solely on verbal communication may inadvertently disadvantage individuals who require concrete reinforcement of information.

Second, I will continue strengthening confidence in independently facilitating complex assessments. Structured supervision and reflective discussion will support continued development of pacing, attunement and emotional regulation.

Third, I will further embed trauma-informed principles within safeguarding conversations. Individuals vulnerable to exploitation may experience heightened sensitivity to authority or scrutiny. Ensuring predictability, transparency and consistent reassurance will remain essential.

Finally, I will maintain the Active Offer as an ongoing dialogue rather than a procedural step (Welsh Government, 2011). Language needs may shift depending on emotional context, topic sensitivity or relational development. Continual review of linguistic preference remains integral to equitable and person-centred practice.


Section word count: 146



Conclusion


This reflection demonstrates integration of safeguarding responsibilities, person-centred values, ethical decision-making and culturally and linguistically sensitive practice within the Welsh legislative framework. Through application of Borton’s model, I critically examined my communication methods, recognising strengths in adaptive pacing, boundary-setting and supported consent, while identifying areas for further development in multimodal explanation of abstract concepts. By consciously balancing protection with autonomy and embedding the Active Offer within practice, the assessment upheld dignity, participation and wellbeing in line with the Code of Professional Practice (Social Care Wales, 2017).

Section word count: 86



Total word count: 1200









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?

	I waited there it was busy, I was not sure where to go or the time. You found me and then she came and it was all fine. She rang me on my phone to make the appointment and told my friend so she could remind me in case I forgot. This was nice of her.
	

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

	Yes is she learning - she was calm.

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

	Yes, to get me some help.


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

	She was friendly and done well.

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

	I don’t know. She was nice I couldn’t remember some things but had it written down from my friend to help then the social worker wrote what we talked about down so I could show my friend. I wanted to phone my friend to tell her everything and the social worker agreed to speak with her to tell her in case I got it wrong – it stopped me worrying

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

	Yes, she asked me lots of questions slowly so I could understand 
I was honest to say I have problems remembering and I can’t read or write much you see. She asked me but I don’t speak Welsh. I was born in England. 
It’s good to have things written down to pass on to my friend – I can’t read texts but I can answer my phone so she has rung me which is better. I can’t read letters, I ask my friend to do this for me.
	



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

	I am glad to know she is going to help me with this as I have been worried about it.


	Are there any other comments or suggestions that you would like to make?
	Thank you to her.
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