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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:  

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 objective of this observation is to work in co-production with 1 to identify any barriers and explore interventions that may support 1 to engage with services, ensuring the children’s needs are met.

Individual 1, an adult female, born and raised in England, relocated to Wales with her children three years ago following domestic violence. 1 currently lives in an area of multiple deprivation; records indicate a significant number of households encounter deprivation in the area (Office for National Statistics, 2021). 1 fled from a region of England with comparable deprivation and moved several times before settling in Wales (Indices of Deprivation, 2019). According to Rumbold et al., (2012), multiple moves can be a physical and social challenge that strains existing relationships, making it even more difficult for children to sustain them. Levine and Kull (2016), agree that it can be an ‘emotional rollercoaster’ for families, often leading to regression, with parents struggling to understand why.

Since moving, the Local Authority received multiple child protection referrals, raising concerns about missed health appointments and school attendance. The Local Authority offered a Part 3 assessment, which is a requirement by law under the Social Services Well-being (Wales) Act, 2014, to assess an individual's care and support needs. I agreed. Completing this assessment offers context for the family's current circumstances, as well as identifying and evaluating if the threshold for care and support is met (Welsh Government, 2014). The assessment highlighted threshold was met. The children were not registered at a school or with their GP, causing fears that the family may become isolated from the community. 1 claimed she intended to register the children, but as time passed, it became more difficult. According to Lazarus and Folkman (1984), the Transactional Model of stress and coping offers a valuable framework for comprehending a stressful situation, recognising that the model focuses on an individual's coping process, and reduces emotional response, resulting in avoidant or disengagement coping strategies, as 1 may be displaying.

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). 

Before the observation, I had spoken with 1 about a potential direct observation, which would include my work being observed, and asked 1 if she would grant permission for this to be completed on another visit. 1 agreed, I therefore explained what the direct observation was for, and what the information gained would be used for. 1 agreed that she was happy to schedule a date and time, which we agreed would be in 7 days. I needed to be clear and transparent, in line with my codes of practice (Social Care Wales, 2025), as this also helps build trust and increases 1’s sense of control, supporting the decision-making process (Devlieghere & Gillingham, 2020).

I arrived at the home on time and introduced the observer to 1. Koprowska (2006) notes that courtesy is more than good manners when meeting someone new for the first time; it adds a certain level of polite formality which is necessary for effective communication. It was important for me to ensure 1 understood today’s visit, and I regained consent to continue. 1 did agree, and I continued with the visit. It is important to align my own values, alongside my professional values of respecting 1 's' views, wishes, and decision-making (Social Care Wales, s1:3, 2025). 

In Wales, it is essential to offer the preferred language choice without someone having to request it. This is known as the ‘active offer’ and is guided by Mwy Na Gerirau – More than just words framework set within the Welsh Language (Wales) Measure 2011 and set within the Codes of Practice s2:3 (Social Care Wales, 2025 & Welsh Government, 2012). As I was aware 1 had originated from England, I wanted to be sure of her language choice. 1 confirmed English was her preferred language choice, and she was happy to continue the visit. It was important to gather this information to promote inclusivity and to prevent any barriers to communication. However, if 1 had decided to communicate in Welsh, I would have rebooked the visit with a Welsh speaker.

1 invited us in and asked us to sit down at the table. I was mindful that 1 suffered from anxiety, so I didn't want to amplify her anxiety further; therefore, I decided to utilise McLean et al., (2018) Share Model, focusing on seeing and hearing, as this enables me to understand 1’s lived experiences, which can help form stronger relationships and foster genuine engagement. I confirmed with 1 if both the observer and I could sit opposite to her at the table, as I was mindful of our proximity, but explained that sitting opposite her would allow 1 to hear me without the need to directly look at me. 

I began speaking in a casual yet warm tone of voice, maintaining my pace while varying my pitch to highlight key points within the conversation, ensuring that both the main points and the overall message were heard and understood (Koprowska, 2006). I recognised that this may be difficult for one person, so I wanted to ensure I took a Person-Centred Approach (Turner, 2017), as I recognise that language plays an integral part in assessment when completed in their mother tongue. Therefore, I applied a distraction method that would focus on the hearing to begin.  Lishman (2009) agrees that practitioners need to have a variety of different Assessment Frameworks, as this can underpin the success of assessments, reduce anxiety, and make social interaction more manageable.

The radio was playing music in the background, which I felt could be a distraction. I asked 1 if we could turn it down or pause it to allow 1 to return to it later. I was open and honest with 1 that it may become a distraction, as this is my favourite genre. 1 agreed, and this led us into a discussion about the track, which helped the flow of the conversation.  Through talking and listening, 1 began to communicate her thoughts and feelings, as well as an explanation for her challenges, sharing that she has suffered with social anxiety for almost 15 years. 1 mentioned that music was her therapy, which she enjoyed.  I was able to empathise with 1 by acknowledging that it was difficult for her to express her thoughts to me today. However, I was pleased that she felt comfortable talking to me throughout the visit, as we both acknowledged that communication can be a barrier.

Ruch et al.,(2018) recognise that it can be difficult for people to engage in conversations about their thoughts and feelings and emphasise the importance of making the 'invisible visible' (pp.42). Taking this approach, I was able to gain deeper insight by maintaining good eye contact and employing nonverbal cues, such as nodding my head, to ensure I was actively listening, which helped me feel at ease throughout (Koprowska, 2006) .

Throughout the conversation, 1 shared that she acknowledged she had disengaged from services but didn’t understand what barrier was preventing her from moving forward. I was able to identify by applying the Transtheoretical Model of Change (Prochaska and DiClemente, 1983), that 1 was at the precontemplation stage on the cycle of change.  By also reflecting in action, I helped identify that before today’s visit, I had assumed 1 was at the contemplation stage and ready to move into action. However, today’s visit allowed me to reassess 1’s motivation to change and identify that 1 was presenting with avoidant coping strategies. I was able to discuss the possibility of making a referral for direct work focusing on avoidant coping styles, which would help 1 develop her skills. Nevertheless, I wanted to be clear with 1 while being open and honest, aligning with my Codes of Practice (Social Care Wales, 2025), that realistically, the timescales for referrals being accepted were approximately 6-10 weeks.

I explained to 1 how grateful I was for her openness and honesty, and I wanted to reassure 1 that this conversation was an opportunity to build on her knowledge and support any interventions that could be beneficial, given 1's openness about her challenges in engaging with people. I also reminded 1 that the information would be kept confidential unless there were any safeguarding concerns (Welsh Government, 2014). In such circumstances, I would use the Questioning Model (Smale et al., 1993), which allows me to assess risk by asking closed and probing questions (Smale et al., 1993). Nonetheless, for this assessment, I employed the Exchange Model (Smale et al., 1993), which enabled me to ask open-ended questions and foster not only active listening but also information sharing, the goal of today's visit. Furthermore, my Local Authority advocates this model, which assists practitioners in determining how best to support individuals by focusing on reviewing their resources and encouraging the use of the resource wheel (XXXXX Wales, 2020); focusing on strengths, personal resources, and support network, which includes both community and voluntary services.

However, I was aware that this model can be time-consuming, and I had only booked an hour for the visit. I was conscious not to apply the Procedural Model approach (Smale et al., 1993), as I did not want the visit to be seen as tokenistic. However, I was mindful to continue using the Questioning Model, which had contributed to me uncovering the underlying difficulties that would not have been obvious with a procedural approach. Using Gibbs' (1988) Model of Reflection on Action, if I am in this position again, I would have given myself more than an hour for the visit, as I did feel as though I was clock watching at times.

I felt that the observation went well, and I was able to determine the reason of poor engagement; however, before this observation, I felt 1 was disinterested in any efforts of support. However, this assessment has identified that I had failed to recognise where 1 was positioned within Prochaska and DiClemente's (1983) cycle of change. I aspire to be an anti-oppressive practitioner (Tedam, 2021); yet, in retrospect, I should have considered this from the beginning. In the future, I will ensure I explore all possible reasons for non-engagement. 
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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, she was on time. 

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

	Yes, permission for someone to observe was requested before the visit and again on the day.
 

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

	Yes, she explained things well

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

	She was well prepared and knew about my history

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

	The social worker appeared to listen to what I was saying and wasn’t judging me. I feel like she will do what she says she will do. 

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

	She spoke to me in simple terms, so I could understand what she was saying without getting overwhelmed and confused.



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

	She was approachable and understanding and I feel like she was listening to me.

	Are there any other comments or suggestions that you would like to make?
	She was professional and I felt like she respected me.
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