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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:  _ _ 14/07/2025_ _ _ _ _ _ _ _ _ _ _ 

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).


The social work objectives for this observation is to undertake an initial review. This is in keeping with the principles of the Social Services Wellbeing (Wales) Act 2014 of giving the citizen voice and control by promoting co-production in order to maintain their wellbeing (Social Care Wales).
For confidentially purposes, in keeping with General Data Protection Regulations (2018) citizen will be known as Mr 1. 
Mr A was living with his parent in a rural location prior to hospital admission. Mr 1 identified as white, British male and his preferred language is English. This information was obtained by the “active offer” being made under the More than just Words framework (2016). 
I met Mr 1 in hospital following a fall which resulted in damage to spinal cord. Due to Mr 1 needing a wheelchair, his previous property was not suitable therefore, he agreed to move into a respite flat with care package consisting of initially, 4 calls a day whilst waiting for more suitable accommodation to be offered. The location of the property was not close to Mr 1’s local community or family which increased his isolation. The location had poor local amenities including transport links and access to shops. Due to this, Mr 1 was not as independent as he could have been. He was offered a property in an extra care housing scheme. This scheme was in a more urban and populated area, closer to family with better transport links.
Mr 1 moved into his new property and now requires an initial review to explore whether all identified outcomes are being achieved. To gain consent, I phoned Mr 1 to discuss the review, the reason for it and whether he would be happy for me to be observed. I reassured Mr 1 the observer is for me only to allow me to continue with my professional development. Mr 1 was happy for the observation to go ahead on the agreed date and time. 
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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).  
1300 (+/- 10%: include your actual word count at the end of each section).
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This observation enabled me to use my communication skills with a citizen in order to review their care and support in keeping with SSWBA (2014). Prior to the observation, when a citizen is referred into the local authority, the Active offer is offered from the start of the referral process. The “Active Offer” has been developed as part of the More than just Words Framework (2016). This framework is for Health and Social care to promote Welsh language and culture, making the Welsh language as prominent as English. This is further strengthened in the Welsh Language (Wales) Measure (2011) whereby the that standard’s set out put more duties on Local Authorities to ensure the Welsh language is treated no less favourably than English (Welsh Government). Being able to communicate in a person’s language of choice is imperative as it ensures accurate information gathering, clearer understanding along with promoting trust which will establish a stronger, more collaborative professional relationship between a social worker and the individual. The Codes of Professional Practice also ensures social workers actively support individuals to communicate in their preferred language (Social Care Wales, 2017). When I first became involved, I also ensured Mr 1 was offered to have the conversation in his language of choice. Mr 1 confirmed he did not speak Welsh and wanted to be supported in English. Even though Mr 1 did not speak welsh, I still had to be mindful of the cultural Welsh needs of the citizen including moving into a rural, isolating location until he was offered a more suitable property in a more urban area and ensuring we had good communication throughout to support his wellbeing.
 
 The observation was undertaken in the citizen’s own home where they are most at ease. Undertaking assessments in a familiar environment such as a person’s own home leads to individuals being more relaxed and authentic, allowing a more accurate and holistic review to take place. A familiar setting also allows Social Workers to observe natural interactions which is crucial for building rapport in order to undertake a person centred assessment. This is underpinned in the ecological system theory (Bronfenbrenner,1977) where Bronfenbrenner suggests that having an understanding on how interactions between each identified system can affect an individual, leads to a holistic approach to assessing using a strengths based approach. By building a professional relationship with the citizen over a number of weeks, I have been able to explore his strengths and systems available to him in order for him to achieve his outcomes not necessarily by utilising formal services but by exploring his environment. This is demonstrated by being able to reduce his formal support by now being in more suitable accommodation, close to amenities and with better transport links to reduce isolation and empower the citizen to do things more independently. To achieve this, Mr 1 and I worked collaboratively to go through and amend his care plan to reflect what he felt he had already achieved and what outcomes he still wanted to achieve. Co-production has shown to empower individuals accessing services and to improve health and Wellbeing according to Social Care Institute for Excellence (SCIE). Co-production is also one of the main principles in Social Services Wellbeing (Wales) Act (2014). Inviting the citizen to review their own care and support allows the citizen to address any concerns, acknowledge their strengths and provide an opportunity for them to provide feedback to shape and amend their care and support to better meet their outcomes. This duty is under Part 4, s.54 of SSWBA (2014) whereby the local authority must review care and support plans and this must be with the involvement of the citizen and/or their carers. The legislation focuses on the strengths of the individual and not on the deficits, demonstrating person centered practice. In conversations with individuals, the type of questions that should be asked are “what matters to you” and not “what is the matter with you”. In order to achieve this, I used communication skills and tools to work with Mr 1 to build a trusting relationship where he was empowered to take more control over his care and support and to identify his strengths. Using Arnstein’s ladder of participation (1969) I ensured I was able to work towards citizen power by promoting Mr 1 to use his voice and shape his own care plan although, due to organisational culture, citizen’s may never fully get to the top step of the ladder whilst still requiring formal support as ultimately, the power will always remain with the social worker. This can cause conflict and dilemmas as social workers strive to empower people whilst still having due care for resources. I feel honesty is required when navigating these difficult conversations so individuals have realistic expectations. Kopowska (2014) argues that a relationship needs to develop where trust is gained and maintained which further demonstrates why open and honest communication is needed.  

When exploring communication, Edwards and Smethurst (2025) argue that communication is more than just verbal conversation. Verbal fluency, facial expressions, body language and silences are all important when communicating. If communication is effective then then individuals feel valued but if communication is difficult or there are barriers then this could have a negative impact on building a trusting relationship (Edwards and Smethurst, 2025). When undertaking this observation, I ensured Mr 1 was able to see and hear me by sitting in front of him. I ensured all my focus was on him and there were no distractions such as phones or the TV being on. I positioned myself with open body language, making a conscious effort not to cross legs or arms as this can be viewed as a defensive stance. I also asked Mr 1 if he was comfortable and if he had a drink to hand should he need one. I did advise Mr 1 I may take some notes during the review which could be viewed as a barrier to participation but we agreed that I would write on the review document his new outcomes to ensure I had fully listened and understood what he had said. I was then able to paraphrase back to check my understanding and to ensure Mr 1 was happy with his care plan. Another way I could have achieved this would be to leave the care plan with Mr 1 for him to complete and return which may have given him more citizen power and in future, this may be something to consider to offer should individuals want more power and control.  
Obtaining background information and hobbies and interests also demonstrated that I am taking a genuine interest in the individual. Bogo (2006) identifies that in order to have good interviewing skills, there has to be knowledge and experience from the social worker along with obtaining the individuals history, experiences and values in order to have a shared understanding and open up good communication to achieve outcomes. Using a biographical approach, I am able to gain a better insight into an individual’s values and identity. Knowing the biography of an individual and how they perceive their identity allows me to explore the individual’s outcomes more freely. It can be difficult to gain information and identify what is important to an individual via formal questioning as historically, assessments have put emphasis on tasks and what people are unable to do. The Social Services Wellbeing (Wales) Act (2014) welcomes conversations to identify what truly is important to a person and their outcomes may not necessarily comply with what others may perceive as “needs” enabling me to work in an anti-oppressive way. Research suggests that using open questions to create a “free narrative” is the ideal but Goetzold (2017) argues that social workers need to continually reflect on interviewing techniques to ensure citizens are able to achieve a free narrative when being questioned. 
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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 of course!

	Did the social worker get your permission in advance for the observer to be present? 
Did they explain why they were being observed?
	Yes, Louisa did gain my permission and explained she was being observed. It was meant to happen last week but I had to cancel it.

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

	Yes I was, to discuss my development, care plan and my needs.

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

	Louisa was very well prepared.  She had all the facts, has good knowledge in relation to my needs and my case.  She has her ‘finger on the button’.

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

	Louisa has listened to my views and wishes and answered any queries or questions I had in relation to my doubts. I always feel respected.

	Did the social worker talk to you in a way that you understood?
	Yes, absolutely, Louisa always ensured I understood the information she was conveying.  In relation to my language needs, I speak English and unable to communicate in Welsh or any other language.




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

	My expectations have been met as Louisa answered my questions, she gave advice and made good suggestions.  She was very good.

	Are there any other comments or suggestions that you would like to make?
	I have found Louisa to be a lovely lady. She does what she says she is going to.  I find Louisa reliable and I feel respected. She is a nice woman who has given me sound advice and I am reassured she does what she says she is going to.  There is no negativity about her.
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