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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:  _ _ 08/06/2026_ _ _ _ _ _ _ _ _ _ _ 

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).


I work within Adult services for XXX Local Authority (LA) in Wales where 27.8% of people are in income deprivation (StatsWales, 2026). The community area I cover has a built-up town with surrounding villages, with varying levels of deprivation. 
I chose Individual1 (I1) for this observation, he is an older person with physical difficulties and no cognitive impairment, he has capacity to consent to the observation. I1 has enjoyed a long public-serving career in the local community, he is well-known and respected. He lives with his wife in their privately-owned property; his children and grandchildren are local and involved.  In retirement I1 remained an active member of community until a sudden change of health. I was allocated to complete an assessment of his care and support needs, I provided a care and support plan (CSP) (s35 Social Services and Wellbeing (Wales) Act (SSWWA) (2014). The observation will be completed during a home visit to review I3’s CSP (s54(3) SSWWA 2014). 
I contacted I1 via telephone as he has no hearing impairment and confirmed he is happy to communicate this way.  I explained the purpose of the visit and observation.  I am aware of the power imbalance completing an assessment, I3 may be nervous of any potential changes to his care and support (Thompson, 2021). I explained the observation has no impact on the support I3 is offered.  I will use my communication skills to put him at ease and reassure him during the visit.
Working in Wales there is a legal duty on LA to offer services in Welsh (s1(2)(a) Welsh Language (Wales) Measure 2011). I am aware of the importance of the ‘active offer’ and ‘More than Just Words’ action plan (Welsh Government, 2026a). The Welsh Government continues to strengthen their commitment to citizens of Wales across health and social care (Welsh Government 2026b). I1 is first-language Welsh, although he has previously declined a service in Welsh, I continue to offer the opportunity to change his mind. 


Word count: 328




	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).


For this task I will use ‘ERA’ model of reflection (Jasper, 2013) to analyse my communication methods and skills during the observation.

Experience:
On arrival at the property, I introduced myself and Observer to I1 and his wife, individual2 (I2). I asked I1 where he would like me to sit, he stated ‘make yourself comfortable where you like’. I suggested I sit opposite him and to the side to ensure communication was optimised. I thought I would be close enough for verbal communication to be clear whilst maintaining eye contact.  I suggested Observer sat on the chair to the side of us, reinforcing she was there to observe me rather than I1. I asked I1 to turn the television off to reduce distractions, I feel this helped me focus and demonstrated I1 was being listened to and recognised as the expert in his own life (s17. Welsh Government 2015).  I reminded I1 of the purpose of my visit and sought consent to go ahead with the planned observation.  I verbally reassured him Observer’s presence had no impact on his care and support plan. I checked he was happy for I2 be involved in the review, I2 also gave consent for the observer to be present.  
I completed the initial CSP in collaboration with I1 and involved health colleagues, allowing me to offer a seamless approach to the support I1 is receiving (s.38 Welsh Government 2015)). CSPs are created to reflect the individual’s health, wellbeing, and personal outcomes, clearly identifying strengths and barriers to understand what level of support may increase the individuals’ independence, choice and control (The Care and Support (Assessment) (Wales) Regulations 2015, s11 Welsh Government 2015, s3 SCW 2026a).  I1 experienced a sudden deterioration in health and new diagnosis, requiring an immediate response from healthcare professionals to provide sufficient support at home to prevent admission to hospital, in line with his outcome to remain at home with his wife.  The health assessment established Physiotherapy rehabilitation and equipment provision through Occupational Therapy was required, alongside Social Care provision. Working collaboratively with health colleagues and I1, we agreed a proportionate package of care via Agency would optimise his independence and reduce the risk of further deterioration in his health and wellbeing, whilst alleviating the pressure on I2’s caring role.
During the visit I reviewed I1’s CSP to establish if the support in place is meeting his needs and achieving his outcomes.  I made time to ask I2 to share her thoughts on the support being provided. I gathered feedback from Agency and other health professionals involved with I1 to check their perspectives, then discussed this with I1.

Reflection: 
I understand the need to be responsive, reliable and honest in my communication in line with the Code of Professional Practice (COPP) (s2. SCW, 2026a) and to build positive working relationships with individuals in need of care and support (Koprowska (2020). I made sure to arrive at the property slightly before the time I had said to I1, allowing me to be fully prepared and ensure I was not late. 
In my assessments I prefer the exchange model (Smale and Tuson, 1993) as I feel this supports collaborative working. It supports a person-centred approach (Rogers, 1961) recognising the individual as the expert in their circumstances and allows them to feel listened to (s1. SCW 2026a).  I feel a narrative approach (Epston and White,1990) can be helpful to allow the individual the freedom to share their experiences and perspectives. However, whilst developing in my role as Social Worker, increased caseload demands and time constraints make it more challenging when I need to gather information and complete ongoing analysis to make decisions during visits. During my observation I feel I demonstrated my developing approach, a combination of a narrative with a goal focus to target discussion.  This is important as it allows efficient use of time without compromising the quality of my interactions with individuals.
I used my positioning in the room to put I1 at ease, giving him chance to express his views and wishes fully (s1 SCW 2026a). I recognise there is a risk that too much eye contact can appear intimidating but feel through appropriate eye contact and physical cues, such as nodding, I am able to show I am listening.  
I have developed my Motivational Interviewing skills (Miller and Rollnick, 2013) recognising the importance of effective change where individuals have choice and control to identify their own solutions.  Using I1’s skills and community connections to increase his independence and wellbeing supports a strengths-based approach (Saleebey, 1996). I use open-ended questions to encourage I1 with conversation, as well as using my paralanguage skills (Koprowska, 2020), to build and maintain rapport with him. I visited I1 in the morning as he tires quickly as the day progresses, this is the optimum time for him to express himself and engage with conversation (s3, SCW 2026a). 
I am sensitive to the power imbalance for I2 as an involuntary service user, she is main carer for her husband and provides support between formal care (Trotter, 2015, cited in Koprowska, 2020). I was careful in discussion of CSP to recognise her important role continuing within the new support network (Pincus and Minahan, 1973), checking she continues to be willing and able to provide that support (s35(6) SSWWA 2014).  Using my communication skills to build a relationship with I2, I picked up on her body language (Koprowska, 2020). I used my professional judgement to speak with I2 away from her husband. By allowing her to speak freely, she admitted she is struggling with the changes in her role from wife to carer, she subsequently accepted a referral for a carer assessment (s24 SSWWA).  
Although I am not a Welsh-speaker, I recognise the importance of individuals being able to receive a service in their preferred language (Welsh Government, 2026a).  Data recorded October 2025 indicates 26.9% of the Welsh population can speak Welsh (Welsh Government, 2026c). There are challenges offering services in Welsh without delay due to the limited number of Welsh Speakers within XXX LA. There are 2 Social Worker in my team who can fulfil the offer, risking delays if a Social Worker needs to be sourced from another team. To promote good working relationships with Welsh-speakers such as I1, I have learned simple phrases such as ‘bore da’ and ‘diolch’ to use during my visits. I1 visibly brightens when I use these greetings. 
Within the Welsh context, it is arguable there are additional pressures on the Welsh Economy, and subsequently limited budgets, due to an ageing population (MacKillop et al, 2023). I have experienced ethical dilemmas taking a person-centred approach (Rogers, 1961) where I wish to support individuals to achieve the outcomes they would like to work towards but there are insufficient resources to meet this need. I strive to be open and honest in what is available and feasible through LA support (s3, SCW 2016).  I maintain a good knowledge of local voluntary and community-based support to supplement that provided by LA.  An outcome that I1 identified was to return to playing golf.  The Physiotherapist provided strategies to adapt his golf play but due to budget restrictions I could not access funding for Agency to attend the golf club with him. Through exploring wider community resources I1 has been linked to a volunteer to assist.
I arranged the review visit without other professionals present to ensure I1 was able to express his thoughts and wishes freely (s1, SCW 2026a). I shared the feedback received from both Agency and health professionals with I1, he agreed with their perspectives. I feel this maintains I1 as the expert in his own situation. If there was any cause for concern from I1 or Agency, I would arrange a joint visit to facilitate open discussions to resolve any issues or take action to escalate further if needed (s3, SCW 2026a).

Action:
I was aware if the review went well this would be my final visit with I1 and I2. I took the opportunity to go over the accomplishments during my intervention. This allowed us to confirm the outcomes identified at the beginning of assessment are being met with the new support network in place, promoting a positive closure (Trevithick, 2007). Although time completing the review was relatively short, I feel the communication approaches taken with I1 built upon the trust and rapport already established. The planning and consideration prior to this visit allowed I1 to be fully involved in the review of his CSP, promoting his choice and control. 

Word count: 1419











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. 

However, if she was late, I would imagine she would call to let us know. 

	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 did get permission and explained why she was being observed. 

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

	Yes. Alex came to see if everything was ok and working well. 

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

	Yes, Alex knows what to say. 

She always seems very prepared, and has notes that she refers to. 

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

	Absolutely, no question whatsoever. 

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

	Yes. 

Alex always checks my language preferences as I am first language Welsh. 



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

	It has absolutely met my expectations. 

It is because of Alex’s involvement that we got the help we have. 

	Are there any other comments or suggestions that you would like to make?
	We are perfectly happy with her visit and would like to thank her so much. 
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