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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:  28/01/2025 

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).

My observed practice took place within the home of a family that have been open to me for assessment since November 2024.  Present during the observation were the mother whom I will refer to as 1, the father, 2 and their newborn baby, 3.  The family also have a 2 year old, 4, who was at nursery, a 3 year old, 5, who was in school and an 11 year old, 6, who has additional learning needs and was at their special education provision.

Prior to the visit, I had called 1 and asked if she and 2 would be happy for the visit to be observed.  I explained the purpose of the observation was for my practice to be observed as part of my continued professional development.  2 was present during the call and both agreed to the observation.  I arranged a time convenient for them, considering the times of the school runs and 1’s feeds.  I also considered the best time for 2 as he is undergoing cancer treatment.

This was my fifth visit to the family.  On my first visit, I checked the family’s language preference and made the Active Offer which is a key principle of the Welsh Government’s “More than just words” framework to promote the use of Welsh and is underpinned by the Welsh Language (Wales) Measure, 2011 (Welsh Language (Wales) Measure, 2011).  The family declined as they do not speak Welsh.

1 originates from Wales and 2 originates from the south of England.  The family is white British and do not practice religion.  Neither parent is currently employed.  The family live in social housing on a large estate in a hilly, rural area which is a relatively deprived area with socio economic statistics below the average for Wales (Office for National Statistics, 2022).

The purpose of the visit was to discuss the progress the family have made since the initial referral, outstanding actions and any gaps in service provision, and next steps.

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).

The family had been open to me since November 2024, and this was my fifth visit.  I had an established rapport with the family and was confident I had the necessary communication skills.  On this occasion, I would only be seeing 1, 2 and 3 as 4, 5 and 6 would be in their respective education provisions. I have previously completed visits to these children and gained the wishes and feelings of 5 and 6 by speaking to them alone.  I have not spoken to 3 or 4 alone due to their young ages.  Neither have the verbal skills yet to voice their own wishes and feeling so I have observed them in the family home, taking note of their responses to their parents and each other.   Joyce Lishman emphasises the need for social workers to adapt their communication and approach to meet the needs of individuals and the context (Lishman, 2020).  When arranging the visit, I considered the family’s needs, particularly the times of school runs, 3’s feeding times and 2’s health needs.  

I arrived at the agreed time and introduced my observer, reiterating the purpose of the observation.  I reassured 1 and 2 that the observer would be observing my practice and not them.  I gained consent from 1 and 2 to continue with the observation and assured them that they could change their minds at any time. 

I reiterated the purpose of my visit, to discuss progress and agree next steps.  I ensured that I spoke clearly and at a pace suitable for 1 and 2 which I had established on previous visits.  I demonstrated active listening skills such as open posture, maintaining eye contact, smiling and nodding where appropriate which helps to promote engagement, make service users feel more valued and builds trust (Rodat, 2019).  

Good communication strongly supports collaborative working which had enabled us to quickly implement appropriate interventions.  1 gave an honest account of progress and areas which still required improvement.  This was important as it assured me that the family are working openly with professionals and emphasises the importance of being open and honest with service users in building a trusting and effective working relationship, in line with the Code of Professional Practice (Social Care Wales, 2017).  I was careful to allow 1 the time she needed to consider what had been said and respond without interruption (Egan, 2002).  Research consistently finds that where service users participate in assessment and choosing interventions, rather than having decisions made for them, there is a higher likelihood of success (Adams, 2008).   

1 and I discussed how to address gaps in service provision.  I considered it important to ensure that I worked collaboratively and holistically with 1 to considered her wishes and feelings, as the expert on her own family. This enabled 1 to speak openly about what she thought would work and what wouldn’t, thereby empowering her (Trevithick, 2011). Although my primary focus is on safeguarding the children, I also considered the circumstances and needs of 1 and 2 as if their needs are not met then they are less likely to be able to care for the children adequately.

When communicating with 1 and 2, I was careful to choose appropriate language for their needs.  1 is educated to a higher level than 2 and it is important to consider this, using clear language, avoiding jargon and checking understanding.  This supports a person-centred approach and anti-oppressive practice, in accordance with the Code of Ethics (British Association of Social Workers (BASW), 2021).  I also considered the significant age difference between 1 and 2 and that they have experienced very different upbringings which have shaped their own thinking and priorities in terms of parenting.  1 has always shown insight into the concerns whereas 2 has minimised some of the concerns and has presented as more hostile and defensive.

I was sensitive to the family’s situation as they are overcrowded, and it was clear that conditions declined towards the end of 1’s pregnancy which coincided with 2 undergoing treatment for cancer.  I was also aware that finances are tight for this family with neither parent currently working, as 2 had to give up work due to his health.  2 is a proud man who normally fulfils a traditional male role within the family and not being able to work, coupled with his significant health decline has impacted on his pride (Featherstone, 2017).  It was therefore important to consider 2’s feelings by communicating sensitively whilst also ensuring that I did not minimise the original concerns.

During the observation, I drew on my own personal experiences including how I have addressed issues, whilst ensuring I do not overshare or cross professional boundaries. By doing this, I am showing empathy and service users feel more at ease and validates their own feelings about their situation.  This helps me to build rapport and trusting, professional relationships, promoting more positive outcomes (Kwan and Reupert, 2018).  

I discussed next steps with 1, explaining that we could consider the family remaining open to Children’s Services under care and support, with an allocated social worker, or we could consider stepping down to the preventative service, TAC.  I explained both options and asked questions to confirm 1’s understanding.  1 had been concerned that I would recommend child protection.  I reassured her and explained why the case did not meet threshold but made it clear that if the home conditions were to deteriorate significantly again, then escalation would be considered.  It was important to be clear on this point as although the family had made considerable improvements in difficult circumstances, the risks to the children when I first became involved were not acceptable and it was important for me to be honest about this to maintain trust (Murphy et al, 2013). 

Although 1 and 2 had declined the offer of a service in Welsh as they do not speak the language, it is important to remember that it is a legal requirement to make the Active Order, in accordance with the ‘More that Just Words’ strategic framework, underpinned by the Welsh Language Measures (Wales) 2011 (Wales.gov).  Had the family wished to communicate through the medium of Welsh, the local authority would have a duty to ensure a Welsh speaker was made available to support me as I am not a Welsh speaker.  However, I understand and promote the rights of the people of Wales to communicate in their native language.  

The area the family live in does not have a high percentage of Welsh speakers but all children attending schools in Wales, are exposed to the Welsh language and culture as part of the Welsh curriculum and as such, when school age children are present, I always make an effort to use Welsh words and phrases, as a means to encourage them to use Welsh.  Equally, where I am working with families from other cultures whose first language is not English, it is important that I access translation services for both verbal and written communication, to ensure they are treated fairly and understand what is happening.

At the end of the visit, I explained that I would leave and wait in the car whilst my observer spoke to 1 alone to obtain feedback on my practice.  I thanked 1 for supporting the observation and urged her to be honest in her feedback as this would aide me to continue developing my practice.

Following the observation, my observer and I discussed the feedback received which was very positive.  I had felt the observation went to plan and I acknowledged that I found it easier as I had already built a rapport with this family, and they had acknowledged the concerns and responded compliantly to making significant improvements quickly.  It also helped that this family was keen to access support and that they could identify areas for improvement themselves.  On reflection, I feel that the feedback received allows me the opportunity to strive to maintain this level of rapport with service users by using the methods I employed during this observation, adapted to meet the needs of individuals and families.  

Word count:  1350












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, 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 – called on phone over a week ago.  Explained fully.

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

	Yes – update on case and plans for next steps.

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

	Really well prepared.

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

	She’s brilliant.  Always allows me to speak and listens to me.

	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?

	Brilliant.  Happy with the outcome.

	Are there any other comments or suggestions that you would like to make?
	Really brilliant, come at the hardest time of my life and helped me and my family.
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