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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:  _ _ _ 16/07/26_ _ _ _ _ _ _ _ _ _ 

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 this reassessment was to review whether Person 1's (P1) care and support plan continued to meet her wellbeing outcomes following a significant change in circumstances.  P1 is a woman in her thirties who was previously assessed whilst living with her parents and receiving six hours of direct payments per week to support her participation in social activities.  Since the original assessment, P1 has moved into her own local authority rented property within an urban area of the local authority.  In accordance with the Social Services and Well-being (Wales) Act 2014, local authorities have a duty to review care and support plans where circumstances have changed to ensure that identified needs, personal outcomes and eligible support remain appropriate.  The objective of the reassessment was therefore to evaluate the impact of P1's move to independent living and determine whether her current support arrangements continued to promote her wellbeing and independence.

The observation took place in Wales and was undertaken within the legislative framework of the Social Services and Well-being (Wales) Act 2014, which promotes voice, choice, control and participation.  There were no identified cultural, ethnicity or language barriers that required specific adjustments, as P1 is British and English is her first language.  P1 was supported by her Personal Assistant during both the reassessment and observation, which helped facilitate her participation and ensure she felt comfortable expressing her views.

Informed consent for the observation was obtained directly from P1 during a telephone discussion prior to the visit.  The purpose of the observation was explained, and a mutually convenient date and time were agreed.  I also sought consent for P1 to provide feedback regarding my practice to the observing senior social worker, which she willingly agreed to.  I recognised that the presence of multiple professionals could potentially feel intimidating or overwhelming.  However, I had worked with P1 for some time and had developed a positive working relationship, which helped minimise anxiety and promote open engagement throughout the reassessment process.











	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).


Communication was central to the reassessment and enabled me to develop a shared understanding of P1’s current circumstances, strengths and support needs.  Prior to the visit, I considered whether I had the necessary communication skills to work effectively with P1.  Through my previous involvement with the case, I had developed an understanding of her communication preferences, level of engagement and support network.  This knowledge allowed me to adapt my approach and ensure the reassessment remained person-centred.  The Social Services and Well-being (Wales) Act 2014 promotes voice, choice and control, requiring individuals to be actively involved in decisions about their care and support.  Consequently, I aimed to create an environment in which P1 felt respected, listened to and empowered to express her views.  This reflected the values, respect and partnership included within the Code of Professional Practice for Social Care (Social Care Wales, 2026).

At the beginning of the reassessment, I sat opposite P1 and asked whether she was comfortable with me taking notes during the meeting.  P1 agreed, and I explained that note-taking would help me accurately record the information she shared.  Seeking consent before recording information was important in promoting transparency and respecting her autonomy.  Reflecting on this interaction, I recognise that routine administrative tasks have the potential to reinforce power imbalances between professionals and individuals receiving support.  By obtaining consent and providing a clear explanation of my actions, I sought to minimise this imbalance and support collaborative working.

My primary method of communication was face-to-face verbal communication in English.  However, before undertaking work with P1, I explored her preferred language and offered the option of receiving services in Welsh.  This reflected the principle of the Active Offer, which requires Welsh language services to be offered proactively rather than waiting for individuals to request them (Welsh Government, 2022).  The Active Offer places responsibility on services to identify and respond to individual language needs and is a key principle of More than Just Words, which recognises language as an important aspect of wellbeing, identity and participation in care and support decisions (Welsh Government, 2012).  The framework emphasises that language needs should be considered an integral part of assessment and service provision rather than an optional additional consideration.

Although P1 advised that English was her preferred language and she did not require services in Welsh, offering this choice remained an important aspect of anti-oppressive and person-centred practice.  Prior to undertaking this observation, I viewed the Active Offer largely as a procedural requirement.  However, through reflection, I have developed a deeper understanding of its significance in promoting equality and inclusion.  Thompson (2020) argues that anti-discriminatory practice requires professionals to challenge assumptions and recognise the diverse needs of individuals.  By routinely exploring language preferences rather than making assumptions based on appearance, ethnicity or perceived language ability, social workers can promote equal access to services and demonstrate respect for individual identity and culture.

During the reassessment, I used active listening skills to encourage P1’s participation and gain a fuller understanding of her lived experience following her move into independent accommodation.  Active listening involves giving full attention to the individual, observing verbal and non-verbal messages and demonstrating understanding through reflection, clarification and summarising (Nelson-Jones, 2014). Throughout the discussion, I used open questions, paraphrasing and summarising to check my understanding and encourage P1 to elaborate on her views.  Research highlights that active listening promotes empathy, trust and collaborative relationships, all of which are essential aspects of effective social work practice (Leisten et al., 2021). Reflecting on this interaction, I believe these skills helped P1 feel heard and valued and enabled her to discuss the impact that moving into her own property had had on her independence and wellbeing. 

I also paid close attention to non-verbal communication throughout the reassessment. Maintaining appropriate eye contact, having an open posture and positioning myself at the same level as P1 were purposeful approaches aimed at reducing perceived professional barriers and supporting meaningful engagement.  Non-verbal communication can often convey empathy, respect and attentiveness more effectively than words alone.  I was mindful that the presence of both P1’s personal assistant and my senior social worker could have felt intimidating or overwhelming.  Having multiple professionals present may affect how comfortable an individual feels expressing their views.  To address this, I directed questions primarily towards P1, regularly checked she was comfortable with the discussion and ensured her responses remained central to the reassessment.  This reflected relationship-based and person-centred practice by reinforcing that P1 remained the expert in her own life.

The communication techniques used throughout the reassessment also supported my ability to analyse information and inform future interventions.  Through open questioning and active listening, I was able to explore not only what support P1 currently received but also how effectively it was contributing to her identified wellbeing outcomes.  This citizen-centred, outcome-focused approach is consistent with the Social Services and Well-being (Wales) Act 2014.  Ensuring that assessment findings were used to evaluate whether existing support remained appropriate following a significant change in circumstances.  Rather than focusing solely on services provided, I explored the impact of those services on P1's ability to maintain independence, social inclusion and control over daily life.  This analytical approach enabled me to assess whether the care and support plan continued to promote wellbeing and identify any need for adjustments to support arrangements.  Critically, the assessment process reinforced the importance of moving beyond information gathering to analysing how an individual's strengths, circumstances and outcomes interact to inform proportionate interventions.


The involvement of the personal assistant provided both opportunities and challenges. Positively, they were able to provide additional context regarding P1’s daily experiences and support her participation where required.  However, I remained conscious that person-centred practice required P1’s voice to remain central.  There were occasions when I redirected questions back to P1 before seeking clarification from the personal assistant.  On reflection, this enabled me to balance gathering relevant information with ensuring P1 retained ownership of the conversation and decisions affecting her life.

I was working collaboratively with both P1 and her Personal Assistant.  While the Personal Assistant contributed valuable information regarding day-to-day support, I remained conscious that P1 should remain central to discussions and decision making.  Maintaining this balance supported effective communication and partnership working while ensuring that P1's voice was not unintentionally overshadowed.  

A significant strength of the reassessment was the existing working relationship I had developed with P1.  Relationship-based practice highlights the importance of trust, empathy and authenticity in social work interventions.  As I had been involved with the case for some time, rapport had already been established, which appeared to reduce any anxiety arising from the observation and encouraged open communication. However, critical reflection also requires recognition of areas for improvement. Ferguson (2018) argues that social workers can become overly focused on procedural requirements and assessment documentation, potentially limiting opportunities for meaningful engagement.  Looking back, there were occasions when I was conscious of completing statutory assessment requirements and may have benefited from allowing more pauses and reflective silences to encourage deeper exploration of P1’s thoughts and feelings.

Overall, the observation demonstrated effective use of communication skills, including active listening, open questioning and person-centred engagement.  My practice reflected the values of dignity, respect, participation and empowerment, while also demonstrating commitment to culturally and language sensitive practice through the principles of the Active Offer and More than Just Words (Welsh Government, 2012; Welsh Government, 2022).  The experience reinforced the importance of considering language and communication as integral components of assessment and highlighted the need to continually balance statutory responsibilities with relationship-based practice.  Through reflection, I have identified opportunities to further strengthen my communication skills by incorporating greater use of purposeful silence and reflective questioning in future assessments.

















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. The social worker was on time, and she contacted me beforehand to ensure that I was able to get to the new venue safely. She also checked whether my PA would be able to take me to the new venue.

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

	Yes. The social worker explained to me why she needed to be observed by another social worker. She asked for my permission for another social worker to be present during our meeting and explained that they would be observing her practice.

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

	Yes, I receive support from Social Services. Today’s meeting was to review my care plan and discuss the next steps to help me achieve my outcomes.

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

	I felt that my social worker was well prepared for this review. She had all the information needed, and she knew about my health issues, medication, daily routine, and the struggles I face.

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

	I felt that my social worker listened to me and took my views and wishes into consideration. She asked me what was important to me, what support I needed, what I wanted to achieve, and how my situation made me feel. This helped ensure that my needs and personal goals were fully understood.

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

	Yes, my social worker has been very good. She took my health issues into consideration and gave me enough time to respond to the questions. She used plain language, which helped me understand all the information, and her calm manner made me feel comfortable throughout the meeting.



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

	Yes, everything discussed today reflects my current situation and care needs, and it met my expectations for this review meeting.

	Are there any other comments or suggestions that you would like to make?
	My social worker has been very kind and supportive, and I hope she continues to be that way. I believe that good communication is the key to achieving a positive outcome.
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