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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:  24th September 2025 

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).

Male 1 is an older adult living in a residential care home in a small rural Welsh town. Staff have reported a decline in health and that he can no longer bear weight. A Nursing Needs Assessment has identified possible primary health needs. My role is to complete a Social Care Assessment to support a multiagency meeting to considering nursing care eligibility. I have met him previously and begun the assessment; this visit updates him on progress and gathers further information. He can express his wishes and feelings clearly.

Male 1 moved to the area from England many years ago and has expressed fondness for the local community when discussing previous employment. Being White British, he is part of the largest ethnic group receiving long‑term support in Wales. As of 31 March 2024, 97.7% of recorded adults receiving care were White. The proportion receiving care increases with age; 59.0% were female and 41.0% male (Welsh Government, 2025a).

One explanation for fewer men accessing care is cultural reluctance to seek help. A BBC reported survey found 48% of male respondents felt pressure to “ride out” illness, linked to expectations that masculinity involves independence, self‑reliance and avoiding vulnerability (BBC, 2025).
Social Care Assessments are guided by the Social Services and Well‑being (Wales) Act 2014 and its Codes of Practice. Part 3 states that assessments should build understanding of someone’s situation, identify the appropriate response, and establish how personal outcomes will be met (Welsh Government, 2015). The assessment will also inform the Decision Support Tool, determining eligibility for NHS Continuing Healthcare (GOV.UK, 2022).

I contacted the residential home to arrange a visit and requested to be observed for training purposes, explaining I would also need his consent. The staff member asked on my behalf, and I heard him agree. We then arranged a suitable date and time. Power dynamics may affect how he feels during the observation, as two professionals can create unease. Open communication helps reduce anxiety or intimidation (LSPM, 2026).

Word count: 329




	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).

This is the second time I am meeting Male 1. I feel that the information that I previously gained was focused primarily on Male 1’s care needs and lacking in holistic information surrounding Male 1’s life and overall wellbeing. The Social Services and Well-being (Wales) Act 2014 (SSWA 2014) emphases person-centred care and support. The principles of the SSWA 2014 “voice and control”, “well -being” and “co-production” have a focus on the holistic well-being of individuals (Social Care Wales, 2025). To ensure my assessment is person centred, I pre-prepared topics of discussion, such as interests, life history and family, prior to this visit. 

When meeting Male 1 in his room, I reintroduced myself and introduced the observer. I politely asked if we could turn the volume on his TV down, and Male 1 was content to do so. I checked to see if Male 1 was okay with me sitting close, ensuring we could hear each other well and were at the same level. Being mindful of the layout of the room and avoiding barriers to conversation is beneficial to effective communication. Doing so can be considered acts of nonverbal communication (Social Care Wales, 2026).

I rechecked Male 1’s consent to the visit and for the observer to be present. I had already established that Male 1’s mother tongue is English in our previous visit, and he had declined the Active Offer. However, I re-checked and Male 1 confirmed he knew only a few words in Welsh. The aim of the Active Offer is to be proactive about providing services in Welsh, without requiring individuals to ask for them. Key principles include, moving responsibility from service user to service provider, ensuring respect by meeting the individual’s preferred language, and empowering the individual who may find it difficult to request a service in their first language (Welsh Government, 2015b). The Active Offer is the core principle of More than Just Words, which has been the Welsh Government’s framework for the Welsh Language in Health and Social Care since April 2013. The aim is to ensure that the language needs of Welsh Speakers are met. To provide the service for those who need it and demonstrate that language is an integral part of the quality of care (Care Council for Wales, 2014).

I then checked consent of having the observer present, and gained consent from Male 1 to use the Ai recording software Magic Notes. Stated benefits from Beam’s Magic Notes are to allow case workers to focus on in-person conversations, and to provide a quicker turnaround when recording case notes (GOV.UK, 2026). I feel that the software has an impact on our meetings. It allows us to be less reliant on writing notes which facilitates being more present during conversation. However, I feel we should remember that Ai software is a tool for support, not a replacement, and our social work skills and ethics remain paramount. Much of the qualities found within the Code of Professional Practice, such as respecting the views and wishes, exercising professional judgment, and promoting the rights and interests, of individuals and carers (Social Care Wales, 2017) are values we need to possess as workers in field, and values I feel cannot be replaced by technology. 

To help identify if I was using had the necessary communication skills to work with Male 1, I will make comparisons to skills used in Motivational Interviewing (MI). MI is designed to help strengthen personal motivation for a specific goal by exploring the person’s own reasons for change within an atmosphere of acceptance (Miller and Rollnick, 2013). I perceive MI to a useful tool for Social Work as the approach is built on being person-centred. This makes it ideal for conducting assessments in line with the principles of the SSWA 2014.

The four Key components of MI make up the acronym OARS. The first component is Open-ended questions. I made use of several open-ended questions with Male 1, such as “can you tell me how things have been for you lately?” and “can you please tell me about your memories of growing up?”. I asked question in this way to encourage Male 1 to tell his story and share more about his situation. OARS recommends open-ended questions, as a way of seeking more information and to promote someone to say something about how they view their world (Homeless Hub, 2007). I feel that the information Male 1 gave me was richer and opened more avenues of conversation, due to using open ended question. 

Reflecting on my own responses, often I would reply with positive responses. This included “Yes, that's good. It's good that they stay here and come to see you", “That’s good to have a hobby” and “Thank you, for sharing this information, it helps me understand more about you and is useful going forward”. Although these felt like natural responses to me at the time, upon reflection they are affirmations. I was affirming that its positive the son comes to see Male 1, showing appreciation and encouragement for his hobbies, and affirming the value of his openness. Affirmations are a part of OARS and are statements which recognise strengths and behaviours that lead to positive change, no matter how large or small (Homeless Hub, 2007). I cannot always be certain that positive responses will always lead to positive change, but I recognise it is important to encourage what we consider to be positive attributes in others. 

At times, I repeated back what was said to me. “So, you were in the navy for twelve and half years?” and “That good that they come here and stay, and that they’ll do it again at some stage”. This technique is called paraphrasing, repeating Male 1’s history, and the idea that family visits are positive. Paraphrasing, and repeating, demonstrates Reflective Listening, a part of OARS which is the pathway to engaging others in relationships and build trust (MacFarlane, 2024). However, I realise I could also improve in this area. For example, I stated “The information I've got is that you're struggling to get out of bed at the moment." A more reflective response could have been: "It sounds tough that you find it hard to get out of bed lately. How has that been for you?"

The final stage of OARS is to summarise, which allows us to guess what the person means, and then summarise it in a statement, so that the individual is more likely to feel understood and possibly offer more information (MacFarlane, 2024). Although I was able to evidence reflective listening which included summarising to an extent, I recognise that I am not making a clear distinction between reflective listening and summarising. I feel my communication skills would benefit by learning how to integrate effective summarising into my conversations. 

There were areas of conversation that I felt tempted to explore more. We spoke about Male 1’s hobbies he mentioned he "enjoyed doing models on the ships," after I mentioned that I noticed some model boats in his room. I have also made models, and was tempted to let Male 1 know, but I was not sure if I should. Regarding personal boundaries, there is a need to place the needs of service users at the centre of our decisions, and that we need to be mindful of what information we share about ourselves. Once a professional relationship strays into personal areas it can become harder to maintain professional boundaries, and making decisions which our role requires may become harder (Hardy, 2017).

In conclusion, by linking my visit to MI and OARS, I am satisfied that my approach was person centred. Feedback obtained from my observer stated that my communication style was warm, clear, and respectful, and that Male 1’s feedback included that I am “really good at listening”, “clear in what he says” and that he understood the purpose of the visit and what will happen next. The feedback demonstrates my work is in line with the ethics and values found within the Code of Professional Practice, which emphasizes promoting well-being and control, building trust, acting with integrity and accountability, and maintaining professional knowledge and skills (Social Care Wales, 2017). Male 1s final comments to the observer were “He is a good social worker, easy to speak to and was clearly very confident in what he does.”, which I find encouraging for my future practice. 

Words: 1397










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?

	Lloyd 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?

	I observed Lloyd undertaking an assessment of a gentleman in residential who may need nursing care. Lloyd confirmed consent for me to observe him undertaking that assessment.  

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

	The service user confirmed that he understood the purpose of the visit and what will happen next

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

	

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

	“Lloyd is a good social worker, easy to speak to and was clearly very confident in what he does.”

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

	Lloyd confirmed the language the SU preferred and explained that if it was the service user’s preference arrangements could be made for the assessment to be undertaken through the Welsh Language.



	How has the social worker’s involvement met your expectations for this visit?
Are there any other comments or suggestions that you would like to make?
	

	Observers feedback in full, including feedback from Service User:
	I observed Lloyd undertaking an assessment of a gentleman in residential who may need nursing care. Lloyd confirmed consent for me to observe him undertaking that assessment.  Lloyd confirmed the language the SU preferred and explained that if it was the service user’s preference arrangements could be made for the assessment to be undertaken through the Welsh Language. 

Lloyd’s communication skills during the meeting demonstrated a strong and effective use of key techniques such as open questions, affirmations, reflections, and summarising, which together create a supportive and engaging environment for the service user. They also are key part of motivational interviewing which underpins the strengths-based model used in the Local Authority. 

Lloyd used open questions thoughtfully to encourage the service user to share more about their situation and feelings. These questions invite detailed responses rather than simple yes/no answers, helping Lloyd gather richer information and making the service user feel heard. He also asked open questions about the service’s wishes and feelings to gain a better understanding of his preferred future, rather than give him options. 

Lloyd effectively combined this with the use silences and pauses which allowed the service user to reflect on the conversation, this led to additional information being shared about the service user’s past in the services. This information Lloyd meant was able to discuss possible additional support which would not have been identified without his skilful use of these techniques. 

Throughout the conversation, Lloyd offered affirmations that validate the service user’s experiences and feelings. When the service user talked about struggling with mobility, Lloyd responded with empathetic phrases which acknowledged the challenges without judgement and build rapport. 

Lloyd reflected back what the service user shared to show active listening and to clarify understanding. For instance, when discussing family, Lloyd paraphrased and gently probes with questions such as, “Does she live local?” and “Can you remember much about your parents?” This encouraged the service user to open up further and reassured them that Lloyd was paying close attention.

At the end of the meeting, Lloyd clearly summarised the next steps, including completing the assessment, arranging a meeting with the nurse and the son, and encouraging the service user to communicate any concerns. This helped ensure the service user understood the plan and felt reassured about what will happen next.

Lloyd used AI recording software to record and make notes of the assessment, he clearly explained what this meant and gained consent from the service user. The use of the AI software meant that Lloyd was able to be fully present in the conversation without being distracted by the need to take written notes. 

Overall, Lloyd’s communication style was warm, clear, and respectful, using these techniques to build trust and facilitate an open dialogue. The service user’s positive feedback about Lloyd being “really good at listening” and “clear in what he says” further highlights the effectiveness of these communication skills. The service user confirmed that he understood the purpose of the visit and what will happen next, asked for any other comments the service user stated he felt that “Lloyd is a good social worker, easy to speak to and was clearly very confident in what he does.” 


Gareth Morgan
 
Social Worker, Adults with Disabilities Team , South
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