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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:  29th January 2025

To be completed by learner. 









	Question:

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.  

To ensure confidentiality, the individual with whom the observation is taking place will be referred to as ‘Individual 1’. Individual 1 was allocated to my caseload so that I can support them to achieve their intended outcome; moving from supported living to living independently. Individual 1 has a diagnosis of Asperger's, ADHD and Dyslexia and has been assessed as being eligible for care and support in accordance with the Care and Support (Eligibility) (Wales) Regulations 2015.
Individual 1 has lived in supported accommodation since March 2024 and they have made significant progress regarding their independent living skills. The session to be observed will be used to gather information for a housing form which needs to completed collaboratively with Individual 1, so that they can be put forward for the housing move on panel. When considering Arnstein's Ladder of Citizen Participation (1969) the approach we are aiming for is Rung 6 – Partnership, to ensure that Individual 1 is at the centre of the decisions affecting their life and that we are working collaboratively, in accordance with the Social Services and Wellbeing (Wales) Act 2014.
I phoned Individual 1 and asked for their consent for the observation to take place. I explained the purpose of the observation and that my colleague would be observing me and my practice but would also be speaking with them following the session to gain their feedback.  Individual 1 can be quite anxious around people they don’t know, so I ensured they knew they were within their rights to say no to the session being observed, even if they want to say no when I arrive with my colleague. Individual 1 agreed for the observation to take place.
Consideration of the Welsh Context was given, in accordance with the Welsh Government’s ‘More Than Just Words’ strategy (2022). I will ensure that my verbal communication is clear and jargon-free, in order to provide Individual 1 with the information they need in a way that is easy to understand.
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	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). 

Two of the overarching principles of the Social Services and Wellbeing (Wales) Act 2014 (SSWBA 2014) are co-production and voice and control, meaning social work practitioners must strive to work collaboratively with individuals and to maximise their opportunities to have their say in how to best meet their needs and reach positive outcomes (Social Care Wales, 2017). These principles were at the forefront of my mind when I was planning for my session with Individual 1. Furthermore, the Social Care Wales Code of Professional Practice (Social Care Wales, 2017) outlines practitioners’ responsibility to work with individuals with a person-centred approach and in a way that ‘respects their dignity, privacy, preferences, culture, language and rights’ (Social Care Wales, 2017, P.9).

I gave consideration to the ‘Active Offer’ in line with the Welsh Government’s strategic framework More than Just Words (Welsh Government, 2012). Although Individual 1 is Welsh, the county in which they grew up has a relatively low number of Welsh speakers in comparison to other Welsh counties. Individual 1’s first language is English, so this is the language we used. However, it must be noted how important it is to discuss the ‘Active Offer’ with individuals; if they wish to communicate in Welsh this must be made possible, so that individuals can make their voice heard in their preferred language and to ensure accuracy in assessment.

I chose to do my observation of practice with Individual 1 because I thought it would be a good opportunity to demonstrate my communication skills. 

Individual 1 has a diagnosis of dyslexia, which I considered when planning the session, as people with dyslexia can have issues with auditory processing (Eggerrmont, 2015). Furthermore, Individual 1 has Autistic Spectrum Disorder (ASD) and this can also present issues with processing information (Courchesne, 1987). I ensured that I talked clearly and avoided any jargon or acronyms. There is a large number of acronyms used within social work and I remembered how confusing I found this when I started my first social work job in children’s services and again when I moved to adult services. 

When I arrived at Individual 1’s home, I checked once more that they were happy for the observation of practice to go ahead and they said yes. When we went into the living room, I positioned myself on one of the sofas. Ideally, I would have liked for Individual 1 to sit next to me on the sofa so they could see what I was typing into the form we were completing together. However, having worked with many individuals with ASD over the years, I know that anxiety levels in individuals with ASD can influence their interpersonal space preferences (Perry et al). Therefore, I decided not to suggest that Individual 1 sat next to me and instead they sat on a bean bag near to the sofa I was sitting on. This meant that I needed make sure to let them know what I had written in the various sections of the form. This served the purpose of ensuring that Individual 1 knew I was actively listening, as I was reading back to them what they had said to me.  

Active listening is a fundamental concept in social work (Rodat, 2020) and paraphrasing is one of the signals of good listening skills (Nemec, Spagnolo & Soydan, 2017), as well as asking open-ended questions (Huang et al, 2017). Given the nature of the form we were completing, which asked for information about Individual 1’s life (under domains such as finances, housing history, independent living skills and personal care needs), the majority of the questions were open-ended. I used phrases such as ‘Do you want to tell me a bit more about that?’ when going through the form. However, on a couple of occasions I asked closed questions which did not give Individual 1 the opportunity to expand their answers. There were one or two occasions when they asked me to rephrase the question I was asking and when I rephrased what I had said, Individual 1 seemed to find it easier to answer the question and give me the information I needed. I reflected in action several times (Schon, 1983) and used their answers to ask further questions to gather more information.

Another observable behaviour of active listening is giving the individual eye contact (Kluger & Itzchakov, 2022), which I did, as well as stopping typing when Individual 1 was talking to me. However, people with ASD can be overwhelmed by eye contact, known as gaze aversion (Bowman, 2006) and being aware of this, I tried to balance giving Individual 1 eye contact when I was listening to them with ensuring they did not feel as if I was staring at them. I did this by looking away from time to time. When I reached the end of a section on the form, I would summarise the information that Individual 1 had given me, as well as asking them if they wanted to add anything else.

I let Individual 1 know that there could be a long wait for their housing request to be successful, as the demand for social housing in their desired area is very high, particularly for one-bedroom properties.  The demand for social housing in Wales has increased due to the COVID-19 Pandemic and cost-of-living crisis, resulting in longer waiting lists (Welsh Government, 2024). Transparency is crucial for ethical practice in social work and helps to build trust (Devlieghere & Gillingham, 2020). I felt I needed to manage Individual 1’s expectations as they are not familiar with social housing and the waiting time for accommodation. 

Towards the end of the session, Individual 1 wanted to discuss their current living situation with me. A new resident moved into the house recently and this has been causing Individual 1 to feel anxious and overwhelmed. When we started talking about this situation, I moved my laptop away and turned myself towards them. Body language makes up a large part of communication (Hess, 2020), with non-verbal signals making up 55% of all communication. By moving my laptop and turning towards Individual 1, I was demonstrating that they had my full attention and I was invested in what they were saying.

I felt this was even more important during this part of the session as Individual 1 was showing vulnerability in talking about their feelings, leading to a greater need for active listening so that they felt truly listened to. I used phrases such as ‘that must be very difficult’ in order to show empathy and I told Individual 1 I would speak to the new resident’s social worker to find out more about the situation. As agreed, and in line with Section 2 of the Social Care Wales Code of Professional Practice (SCW, 2017), I did what I said I would do and spoke to the new resident’s social worker, feeding our conversation back to Individual 1 the next day. Although I was not able to give them a firm answer on what the plan was for the new resident, I felt they appreciated my efforts in speaking to the social worker and I said I would keep them up to date with any developments.

In conclusion, I felt that I successfully applied a person-centred and outcome-focused approach throughout the session, demonstrated active listening and empathy and worked in line with the Social Care Wales Code of Professional Practice (SCW, 2017), the British Association of Social Workers Code of Ethics (BASW, 2017) and the overarching principles of the Social Services and Wellbeing (Wales) Act 2014. 

The information that Individual 1 gave me during the session helped me to get to know them better (I had only met them once before the observation took place), understand their lived experience and what matters to them, in line with the SSWBA 2014 and I believe they felt listened to and empowered during the session. I was able to demonstrate my professional values and ethics and by using and adapting a range of communication skills, I showed respect, honesty and understanding towards Individual 1.
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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 – she checked multiple times. She reassured me, and did explain - it was about her being a social worker and her training.  

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

	Yes – to discuss moving on in the future, to talk about a general catch up and how I am feeling. 

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

	Very good – she always rings me in advance to see if there is anything I want to discuss, so she can prepare. She does her job well and gets back to me. You can tell she cares about what she does and is very dedicated. She's timely with responses and getting stuff done.  

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

	Yes. 

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

	Yes. I asked her to rephrase one or two things and she did. 



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

	In general, and including today, better than I expected and what I have been used to. You can tell she is invested and it doesn't feel like you are asking her to go out of her way. 

	Are there any other comments or suggestions that you would like to make?
	She's really good at her job. Even in the short time that I have known her I feel listened to, I get updates, she'll check in and stuff gets done. Becky will get in touch before visits to prepare for our meetings, which is really great. I feel very supported and able to talk about topics, she's friendly and understanding. I'm more comfortable talking to Becky, she made me feel comfortable and I didn't feel judged. If every social worker was like Becky the world would be a better place. She's very positive and gives me ideas and suggestions, she encourages and motivates me to be better. Transition to Becky was good, Becky made time to meet with me to have a general chat and find out what I wanted to achieve. That was really nice, she made time and effort for me. I respect and appreciate that. Because she's so friendly and approachable it makes asking for support easier. 
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