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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:  19/05/2022 

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 the observation was to review the care and support plan to ensure it continues to meet their needs, as the person’s domiciliary care was previously decreased due to a change of his assessed need. It is a legislative requirement within s.54 of the Social Services Well-being (Wales) Act 2014 to maintain the care and support plan (SSW-b(W)A 2014). This is in relation to people who meet the eligibility criteria and cannot protect themselves or are at risk of abuse or neglect (Welsh Government, 2015b, pp. 7-9). 

Consent for the observation was obtained before the review. I explained to the supported individual that I require to critically reflect on social work practice for my Continuing Professional Education and Learning, in which a social worker will be observing my practice and obtaining feedback from the supported individual. I clarified that declining this would not affect his care package or my involvement, as I did not want the observation to impact on my professional relationship with the person, make him feel pressurised to consent to the observation, or for him to believe that it would impact on the service being provided. However, the supported individual valued the opportunity of providing feedback for the review, as it allowed him to express his views from the perspective of someone receiving this service and contribute to the learning of a newly qualified practitioner (2.3, Code of Professional Practice for Social Care (COPP), 2017). Consent was also obtained at the start of the observation. 

The Welsh supported individual has lived in a rural village within West Wales since graduating from university, however, his preferred language is English, and he does not speak Welsh. He previously attended a local chapel, but now feels socially isolated due to the deterioration of his health, his wife passing away, and being unable to drive. This was the third meeting with the person, as I previously undertook an initial assessment and review.
Word count: 323 



	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, 2015). 

1300 (+/- 10%: include your actual word count at the end of each section).

The Welsh language active offer was provided at the beginning of the observation, in which I explained that I was a fluent Welsh speaker and my lanyard had Welsh speaking symbols. This is because it is a legal requirement to treat the Welsh language "no less favourably than the English language" (Welsh Language (Wales) Measure 2011, s.1). The More than Just Words information pack informs that the Welsh language active offer provides the responsibility for the social care worker to offer their services in the Welsh language, and to respect Welsh language speakers by providing the service in their preferred language (Welsh Government, 2015a, p. 2) (1.5, COPP, 2017). The individual declined the Welsh language active offer as they preferred to communicate in English (1.4, COPP, 2017). If the individual’s preferred language was Welsh, the Welsh language active offer would have also promoted person-centred practice as the service would revolved around the needs of the individual and enable them to fully participate in the assessment (Welsh Government, 2015a, p. 4). Alongside this, the Welsh language active offer would have improved his ability to convey his emotions as language is entwined to a person's identity and culture, enabling him to use words that may become lost in translation and to feel more comfortable (Davies, 2008, pp. 14-21).

During the observation, active listening skills were utilised to ensure that the individual's perspective was considered. Non-verbal communication was used to promote active listening, as I turned my body and leaned when appropriate towards the person at an angle, acquired an open posture, sustained eye contact, and was relaxed. This is important, because if appropriate non-verbal communication was not used, this would impair on verbal communication as this would not align with my external presentation, and therefore distract from the purpose of my visit (Egan, 2014, pp. 77-78). The utilisation of personal protective equipment and COVID 19 guidelines were considered, as communication was adjusted accordingly, due to it limiting the visibility of expression and impairing on the sound of my voice. I was also unable to use gestures to provide reassurance due to the need to maintain social distance (Wilson, 2020, p. 295). 

Silence was also used in the observation, as it provided the supported individual sufficient time to get their viewpoint across without feeling rushed, and it gave them time to reflect. I have become more confident using this skill, as I feel more comfortable with the silence, rather than having to say something to avoid feelings of awkwardness (Koprowska, 2008, p. 78). Paraphrasing was used to demonstrate that I had actively listened to the individual, to ensure that I had understood the person correctly for both myself and the individual to have a shared understanding. Alongside this, clarification was used to aid understanding and to prompt the individual to be more specific, which allowed me to ask more open questions and gather relevant information (Lishman, 2009, pp. 110-112). The feedback provided by the individual following the observation specified that he had felt listened to, he was provided enough time to communicate his views, and that I had asked relevant questions, which resulted him in advising that I had good communication skills (2.2, COPP, 2017).

Another aspect of my observation and previous meetings with the supported individual that went well was the use of inter-personal skills, which resulted in an effective professional relationship that assisted him to share his personal information and difficult periods of his life (5.4, COPP, 2017). This viewpoint was reflected in the individual's feedback following the observation, as he stipulated that this was the third meeting and he had been continuously pleased with the service. The Four Stage Relationship Model had been used throughout my professional involvement. This is because values such as honesty, clear communication, empathy, and choice were used to engage and build rapport with the individual, the key issues were negotiated and expectations agreed, and information was provided to enable the person to make their own decisions (McColgan and McMullin, 2017, pp. 20-22). This maximised the choice and control they had in the care planning and integrated anti-oppressive practice (2.1 and 3.1, COPP, 2017). The purpose of the meeting was to discuss whether the individual's personal outcomes were being achieved, signposting to other relevant services and ending my involvement if appropriate, which is the last stage of the model (McColgan and McMullin, 2017, pp. 20-22). 

During the observation, I was aware that ending my involvement may be difficult for the person, as they may feel apprehensive about not being able to contact me if something goes wrong, and it may remind them of previous losses. When the person reflected on the positive impact of the services in situ, I acknowledged this by highlighting his role in achieving his personal outcomes and comparing to where he was at the beginning of my involvement, in which his strengths were identified to provide him confidence that he is now able to continue without my involvement (Koprowska, 2008, p. 89). The contact details for the first point of contact for the Local Authority's social services was provided to ensure that he was able to inform if there is a change in his circumstances, and to provide reassurance that support will be available if required after my involvement.

Motivational interviewing should have been utilised further in the observation to promote the positive impact of having a healthy dietary intake, as it would improve his physical health and quality of life. I advised that the supported individual needed to keep in regular contact with his dietician and GP, which could be viewed as problem solving, as it implies that he has a weakness that requires fixing, and he needed assistance with this (Hohman, 2021, p. 4). Motivational interviewing aligns with social work values, as it assists the supported individual to engage effectively in the care and support planning. It empowers the supported individual to build-upon their own strengths to achieve their personal outcomes and acknowledge their own role to facilitate change (Boyle et al. 2019, p. 872). An example in the observation of where a strengths-based approach was used, is when he explained that he was previously able to stop drinking excessive amount of alcohol and smoking with minimal support, in which I acknowledged his strength of character, determination, and motivation that was required to accomplish this (1.1, COPP, 2017). 

During the meeting, I was able to use observational skills and utilise reflection on action to be able to ascertain more information, as I was able to reflect upon behaviours to determine the meaning of a situation (Schon, 1983, pp. viii-ix). An example of this is when I noticed the individual having difficulty swallowing water. I asked open questions in relation to how his swallowing difficulties affected him in his daily living, and whether he would like a referral to Speech and Language Therapy, which was declined. I could have applied the question more to his situation by advising that this could assist with his swallowing, therefore, rephrasing the question in a person-centred manner would have given him the best opportunity to decide whether he wanted to consider this service (Lishman, 2009, pp. 120-121).

On the other hand, I advised the supported individual to contact his GP in relation to his swallowing difficulties and to have more information about Speech and Language Therapy. Therefore, I respected the person's views and wishes in relation to declining the referral and informed where he can have further information about the service if he does change his mind, which empowers him to take responsibility for his own care (1.2 and 1.3, COPP, 2017). This is important, as it moves away from the negative stereotypical outlook of older people within the United Kingdom, which includes them being incapable and confused, and instead provides resources to promote their independence. This allows them to stay in their own home as long as possible and aid them to gain control of their lives (Higham, 2019, pp. 143-145) (5.5, COPP, 2017). 

To conclude, I believe the observation of social work practice went well, as verbal and non-verbal communication skills were used to fully include and engage the supported individual in the review and to ascertain the person’s viewpoints. Learning outcomes included the need to improve application of strengths-based practice, and to provide information that is applicable to their situation. These will be applied in future social work practice. 






Word count: 1,397


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, she did and explained fully the reasons”.

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

	“She was very clear of the reason of the meeting”.

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

	“She remembered most things from our last meeting and did not miss anything out”.

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

	“Yes, she is very good. This is the third time I have seen her, and she has been good every time”.

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

	“Yes”.



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

	“It was what I expected, which was a review. She asked all relevant questions and listened well”.

	Are there any other comments or suggestions that you would like to make?
	“She covered all relevant basis that needed covering. She communicates well, making herself understood. She is polite and listened without interruption”.
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