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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:  29/02/2024_ _ _ _ _ _ _ _ _ _ _ _ _ 

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).

This work is with an older, white British female known as 1. 

The first social work objective involved completing a welfare check, to check on the wellbeing and safety of 1, due to reports of her refusing to take her medication. The Mental capacity Act (2005) was applicable here. The second social work objective was to gather 1’s views, wishes and feelings in relation to her long term care and support needs, which contributed to her ongoing assessment process, as well as providing information, advice and assistance as per section 17 of the Social Services and Well-being (Wales) Act 2014. 

In my initial communication with 1, I ensured I applied the ‘Active Offer’ under the ‘More than just words’ Strategic Framework (2012). This gave 1 the opportunity to have a service in her preferred language. Where 1 resides, the percentage of Welsh speakers is 35.4% (Stats Wales, 2023). This is lower than neighbouring local authorities. 1 is English speaking, having moved from London as a child she was educated in English, and as a result, has not learnt Welsh. 1 has lived in her current village in Wales for over 20 years.1 was educated in a convent where she recalls mistreatment. As a result 1 strongly confirms that she is non-religious. 

My previous interventions with 1 has enabled me to build a good rapport with her. I made contact with 1 on the phone and gained her consent for the direct observation. 1 does present with some memory difficulties, but has mental capacity. I encouraged her to write it down in her diary that she uses to aid her memory, and she noted that myself and the observer would be present. I am aware that 1’s moods can fluctuate; when low in mood it can cause her anxiety and stress levels to increase. Therefore, I was prepared to assess 1’s presentation on the day and whether it was appropriate to carry out the observation or not. 

Word count: 326







	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).

From previous interventions with 1, I had provided her with a diary to support her with her memory difficulties and aid communication. 1 had forgotten that I was visiting and that she had consented to the observation taking place. I was able to prompt 1 to look in her diary and she was able to confirm arrangements made with me. Due to this, I gained 1’s consent again to ensure she was agreeable for the observation to go ahead. This promoted 1’s preferences, dignity and rights in accordance with Social Care Wales Codes of Professional Practice (2017) (COPP). 

It was imperative for me to ensure that 1 was comfortable and that her presentation did not raise any indicators that would impact on the suitability for the observation to take place. Thompson, 2002, p. 98 states that non-verbal communication provides an indication into a person’s emotional state and an uncomfortable feeling could cause difficulties. I was able to assess 1’s facial expressions, body language and positioning, along with the clothing she was wearing. When 1 is low in mood she tends to not make an effort with her clothing, she lacks eye contact and will remain in a low down position on her sofa. I was satisfied that these symptoms were not present and it was appropriate for the observation to go ahead and not impact 1 negatively. 

Welsh language services have been actively offered with 1 in accordance to ‘More than just words’ Strategic Framework (2012) ‘language must be an integral part of the care provided’. This endorses individual’s language as a ‘need’ rather than a ‘choice’ and prevents individuals having to ask for services in Welsh. I value the importance of my Welsh language skills and try to utilise my bilingual skills effectively. Previous experiences have highlighted that you can risk isolating people by not providing services in welsh. This can lead to inadequate assessments by not communicating with individuals in a language that isn’t their everyday language. However 1 identifies herself as English and confirms she has little interest in the Welsh language or culture. 

Although assigned to the Older People’s team as 1 is 67 years old, she is generally at the younger side on the scale of the individuals I work with. Working with 1, I identified that the language she uses is more of the younger generation for example she uses more slang words and swear words. I had to be self-aware when communicating with 1, as it is in contrast to the older adults that I am used to communicating with in my role. I ensured that I used an inclusive communication approach with 1 (Jayes, 2022). I was able to recognise and respond to the different ways that 1 was expressing herself by matching her communication using gestures, body movement and eye contact. Inclusive communication recognises that individuals use a variety of ways of understanding and expressing themselves. This method encouraged 1 to communicate in whatever way she found best for her, I felt this maximised 1’s participation and put her at ease. 

Due to 1 disposing of her medication and refusing to take it, as well as having a level of hoarding in her home, she is at risk of self-neglect. Gibbons et al (2006) defines self-neglect as “the intentional or non-intentional inability to keep a socially and culturally acceptable standard of self-care with the likelihood of serious consequences to health and well-being”. 1 is highly sensitive; as a result she can become increasingly emotional and overwhelmed, more so than the average person. 1 identifies that in these states of heightened emotions she can make unwise decisions. In accordance with the Mental Capacity Act (2005) 1 has the right to make unwise decisions and therefore it would be inappropriate to disadvantage 1 as lacking mental capacity because of the unwise decisions she makes. When discussing the risks to her health and wellbeing, it was imperative for me to be aware and mindful of my chosen words because 1 could easily interpret it as criticism and judgement. I was empathetic that 1 has her own beliefs, values and preference that may be different to other individuals. 

I used a narrative approach with 1 which enabled her to tell her story. Aspinwall-Roberts (2021) suggests that significant needs of an individual can only be discovered by listening to people’s stories. This allowed me to gain some insight into 1’s life and cultural experiences. I was able to make links with 1’s past life events and how it was affecting the existing complex problems she was facing now. Using a narrative approach enabled me to use my active listening skills. By paying close attention and asking follow up questions I was able to collect more accurate information from 1 and see things from her perspective rather than a list of problems. 1 opened up to me and stated that she felt like she was losing control of her life, saying “I don’t want to be treated like a child, I was having an off day and thought sod it”. Hearing 1 say this it was imperative for me to be aware of power differentials that can occur when dealing with vulnerable individuals like 1. Richards (2020) suggests that listening attentively will help reduce the power imbalance between you. 

Applying a ‘power together’ approach with 1 gave her some control and helped her to remain engaged. To do this I used strength based theory, which involved supporting 1 to have the belief that she can overcome difficult stressful situations whilst growing and developing through them (Hutchinson, 2013, p. 484). I asked questions such as ‘what are your abilities, preferences and hopes? What would you like to do about your care needs going forward?’ Using these approaches promoted person centred care and empowerment. Without imposing my own feelings and interpretations, 1 was able to contribute to and discuss her outcomes. By being given responsibility, 1 was forthcoming in the realisation that she did require a long term care package to promote her well-being and meet her care and support needs, in the way that she wanted it delivered. This supported co-production, one of the main principles of the Social Services and Well-being (Wales) Act 2014 where social workers and individuals work together as equal partners in the way care and support is delivered. 

Seden, (2013, p. 359) explains the importance of ending interviews effectively and the need to summarise what has been discussed and understood. Due to 1’s memory difficulties I had to ensure that she was able to understand the outcomes and what we had discussed. I summarised 1’s thoughts, wishes and feelings and went over the main points we had discussed. In a person-centred way, I checked with 1 that what I had summarised was accurate and suggested that she correct or add anything if required. This was beneficial as I felt it built trust with 1 and it demonstrated that I was listening attentively. It also supported 1 to feel validated in a respectful and non-judgemental way. Being mindful of 1’s memory difficulties I had to ensure the summary was adapted for her needs by ensuring I wrote the main points down in her diary, so she could make reference to it at any time should she have any difficulties remembering what was discussed after I had left. As well as this I gave 1 information and advice by leaving her with the local authority’s written information packs around arranging long term care and support packages. 

I believe the methods of communication used with 1 were effective; giving her power and responsibility empowered her to think more positively about her own outcomes and care and support needs going forward. Seden, (2013, p. 357) suggests that during interactions with individuals the possibility of miscommunication and misunderstanding always exists. Due to this, it was essential for me to weigh up and make professional judgements in relation to using the best methods of communication suitable for 1’s needs. On occasions 1 would go off topic during conversation, I struggled to divert her back to the relevant topic, because I was mindful of her sensitivity. Reflecting on this I would like to work on this skill and learn how to interject with appropriate questions or comments to get the conversation back to the original topic, in a respectful way. I will do this by using my supervision and weekly team meetings with my colleagues to explore and access additional resources to support me to strengthen this skill.

Word count: 1418  
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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 it was written in my diary, I don’t go out so any time does me’
‘absolutely wonderful couldn’t have a nicer person checking up on me’

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

	‘fine, yes anything to help Ceri absolute wonderful been great’

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

	‘see how she was performing on assessment on her, same as usually’ ‘’thinking I was not taking my tablets’ ‘new carers, I just don’t want them coming in being rude, I wonder who is coming in next’ 

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

	‘she knows I felt vulnerable not happy in own self, always prepared’

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

	‘absolutely , she is wonderful fantastic’ ‘she knows not going to get any better only going to get worst’ 

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

	‘Yes not condescending, lovely calm and considerate’  
‘knows it comes from the heart, asset to Social services’ 



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

	‘lovely relationship, nice to see her and you as well 10/10 always’

	Are there any other comments or suggestions that you would like to make?
	‘No. No she is definitely 10/10 charming lovely genuine’ 
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