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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:  _ _ _29/08/25_ _ _ _ _ _ _ _ _ 

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 aim of this observation was to build rapport, assess communication needs, and update the SSWBA (2014) Assessment and Care Plan. It focused on understanding the individual’s views, preferences, and well-being, while identifying any unmet needs, in line with Part 3 Code of Practice, Section 145.

The visit took place in the service user’s home, which is located in a semi-rural area within the county in which I work. This context is significant when considering access to day opportunities, social inclusion, and transport, especially for those in isolated or poorly connected areas. I ensured they were made aware of their right to use Welsh, in line with the ‘Active Offer’ set out in More than just words: A Strategic Framework for Promoting the Welsh Language in Health, Social Services and Social Care (Welsh Government, 2012).  Though Welsh was her first language, she felt more comfortable discussing personal matters in English. Respecting this choice was vital for building trust and ensuring a person-centred conversation, highlighting the importance of language choice in supporting Welsh identity and cultural sensitivity. 

I was mindful of the impact my presence might have, especially given the power imbalance that often exists when social work is involved (Karim, 2023, Fook 2016). This can feel even more intense during observations, potentially causing discomfort or a sense of feeling judged. To reduce this, I used open body language, kept my tone informal, and made it clear they were in control of the process. I explained they could pause or stop the observation anytime and I reflected throughout on how my presence and communication might affect their sense of safety and comfort. 

Following Empowerment Theory (Gibson, 1991), I focused on building trust, working collaboratively, and making sure the person felt listened to, respected, and in control (SCW, 2017). I used clear language, allowed extra response time, and adapted communication to her needs. Consent for the
observation and my involvement was obtained in advance, with information provided to ensure informed choice.


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).



During a recent direct observation, I undertook the task of updating a SSWBA (2014) assessment and care plan with a client who has a diagnosis of a learning disability and Autism. This situation presented a number of potential challenges, as the client had a history of not engaging well with social workers, and the family had previously been reluctant to allow professionals into their home. Despite these barriers, the visit proved to be a positive experience. The client engaged consistently throughout, the family welcomed my presence, and I was able to build rapport quickly. Reflecting on this observation through Jasper’s model of reflection (2003) has enabled me to explore what contributed to the success of this visit, what challenges remained, and how my practice can continue to develop.

My awareness of the family’s reluctance to allow professionals into the home and of the client’s past difficulties engaging with services, influenced my expectations and created a degree of apprehension. However, I also recognised that every meeting is unique, and my role was to approach the situation with openness, empathy, and a commitment to the principles of the SSWB(W)A (2014), which place the person at the centre of assessment and planning. The SSWB(W)A (2014) emphasises the importance of voice and control, and of working collaboratively with people to identify “what matters” to them (Welsh Government, 2014). Entering the visit with this mindset helped me to remain focused on the client’s perspective rather than preconceptions about past disengagement.

I was mindful of the importance of communication. The client has a diagnosis of a learning disability and Autism, and I knew it was essential to adapt my approach to ensure she felt comfortable and able to participate fully. I consciously used clear, simple language and avoided jargon, speaking at a pace that allowed time for her to process information (SCW, 2017). I ensured understanding throughout and gave her opportunities to express herself in her own words. I also made the active offer of language, demonstrating respect for her rights and identity, which research shows can build trust in the professional relationship (Welsh Government, 2012). 

Individuals appreciate social workers who are empathetic, respectful, and who demonstrate understanding and compassion (Kam, 2019). Additionally, Thompson (2016) also highlights that tone, body language, and active listening are vital to effective communication. Drawing on these principles, I ensured my body language was open and inviting, and I responded in ways that acknowledged and valued what she shared. Additionally, I incorporated the core skills of Motivational Interviewing to support a collaborative and empowering conversation. I used ‘open-ended questions’ to encourage her to express herself fully, ‘affirmations’ to recognise her strengths and efforts, ‘reflective listening’ to show understanding and validate her experiences, and ‘summarising’ to clarify and reinforce key points. These techniques helped build rapport and trust, making it clear that her thoughts and feelings were respected and central to the discussion. This approach not only allowed a more open dialogue but also supported her sense of autonomy and confidence in making decisions about her own life (SCW, 2017).

As the conversation progressed, the client’s body language relaxed, showing increased ease. She spoke more openly, providing richer information for the assessment, highlighting the importance of building rapport. Ruch (2010) suggests that relationship-based practice fosters trust and collaboration which is central for effective social work. Her engagement, despite past disengagement, suggested my approach reduced barriers. I reflected that rapport requires empathy, authenticity, and genuine focus on the person’s perspective (SCW, 2017).

The family context required careful consideration. Their previous reluctance to allow professionals into the home could have created tension or resulted in the family becoming defensive. However, by acknowledging their protective role and respecting their views, I was able to work together with them more openly and collaboratively (SCW, 2011). I explained clearly the purpose of the visit and emphasised that my role was to work alongside them to support the client’s wellbeing. This helped make things feel less intrusive and showed that the support was there as a positive resource rather than a negative. Jasper’s model encourages practitioners to reflect on what might influence the situation, and here, the family’s attitude played a significant role in the success of the visit (Jasper, 2003). By being respectful and open with them, I was able to build a more collaborative relationship.

I was also conscious of exercising professional judgement. The client’s wishes were central, but my role also required me to assess needs, risks, and strengths in a balanced way. Although the family’s protectiveness was motivated by good intentions, it could potentially limit the client’s independence and opportunity for making their own choices. My analysis needed to recognise this tension and consider how support could be offered in a way that promoted her autonomy while maintaining family relationships. This required a thoughtful approach in both verbal communication and documentation, ensuring that the assessment reflected the complex situation while maintaining sensitivity towards the family. It was important to encourage the individual to take initiative in recognising her needs and goals, and supporting her in the decision-making process (SCW, 2011). Taylor and Whittaker (2018) suggest that professional judgement involves weighing multiple perspectives and exercising critical analysis. This observation allowed the valuable opportunity to practice that balance.

On reflection, I considered alternative strategies that might have strengthened the visit further. While communication was effective, I recognise that using easy-read materials or visual prompts could have provided additional accessibility. Mencap (2021) highlights the importance of accessible information for people with learning disabilities, and incorporating such tools could have supported the client’s engagement even more. I also reflected that while I encouraged the client to share her views, I could have used clearer, more focused questions to gain a better understanding of her preferences. Egan (2014) suggests that skilled questioning can facilitate more detailed exploration of what matters most to individuals. Additionally, while I acknowledged the family’s role, there may have been an opportunity to involve them more actively in developing the care plan with the client. Ensuring the family feel valued as contributors can help strengthen their willingness to engage positively in the future (Baginsky, 2023).

This experience reinforced the importance of not allowing past disengagement to shape expectations. Every interaction offers an opportunity to rebuild trust and strengthen relationships (SCW, 2017). Research has highlighted that when parents trust social workers, they are more likely to engage with support, leading to better overall outcomes (Nissen and Engen, 2021). The observation also demonstrated that actions such as adapting communication, making the active offer, and showing genuine respect, can have a positive impact on engagement. These actions reflect the principles of the SSWBA, which emphasises strengths-based, person-centred practice that promotes wellbeing and autonomy (Welsh Government, 2014).

Using Jasper’s model (2003), I reflected on what happened, influencing factors, and alternative strategies to improve and develop my practice. Reflective models link theory and practice, which is key to professional growth. Thompson (2016) highlighted clear communication, Ruch (2010) stressed relationship-building, and the SSWBA (2014) clarified legal duties. These insights explain the visit’s success and help to guide future practice.

I plan to continue developing my communication strategies by preparing accessible resources in advance of visits with clients who have learning disabilities. I will also practice incorporating more reflective questioning to gain richer information during assessments. Importantly, I will remain attentive to the balance between respecting family perspectives and ensuring the client’s voice remains central (SCW, 2017). This requires ongoing critical reflection and professional judgement to manage complex situations.

In conclusion, this observation was a positive experience. Despite a history of disengagement, the client engaged fully and the family were receptive, demonstrating that with the right approach, barriers can be overcome. Through adapting communication, building rapport, making the active offer, and applying professional judgement, I was able to complete an assessment that was both analytical and collaborative. The reflection process has highlighted the strengths of my practice while also identifying areas for growth, such as greater use of accessible materials and deeper involvement of families. Ultimately, the experience reinforced my belief in the importance of reflective practice and relationship-based approaches in social work, and it strengthened my commitment to ensuring that assessments under the SSWBA are not simply procedural but meaningful processes that uphold the dignity, rights, and wellbeing of individuals.
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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 the Social Worker 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?

	
The Social Worker contacted me by telephone to make an appointment and asked in advance that she would be bringing an observer to be present. The Social Worker explained the reasons for bringing the observer and why.

	Were you clear why the social worker met with you today?
	Yes the Social Worker informed me that she was undertaking an assessment and review and the reasons why. 

	How well prepared do you think the social worker was for his or her meeting with you?
	The Social worker appeared prepared, she asked questions that captured my care and support needs.

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

	Yes, I felt listened to, she asked me things about what I like to do, I felt the Social Worker wanted to get to know me.

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

	Yes, the Social Worker spoke at a slower place, she spoke clearly and gave enough time for me to answer. She did say at the beginning that if there was anything that I did not understand that she would repeat, but she did not need to do this.



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

	I was a little apprehensive before she came, but having met the Social Worker, she made me feel at ease very quickly.

	Are there any other comments or suggestions that you would like to make?
	No there are no other comments that I wish to make. 
The meeting went well.
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