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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:  17/04/2025

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 case involved a young person living in a rural village in Wales, located on the outskirts of a nearby city. The young person had been refusing to attend school for several weeks, citing anxiety and peer-related stress. The rural setting created additional barriers, including limited access to public transport and fewer educational support services compared to the urban centre, which contributed to the young person’s isolation.
English is the primary language spoken at home, though Welsh is commonly used in the community and at school. Cultural sensitivity was critical, as language preferences and cultural identity may influence engagement and comfort in discussing personal issues. Ahead of the meeting and in line with the organisational Health and Safety Policy (2019), contact was made in preparation to confirm personal details and to make an active offer of holding the meeting in Welsh which was made through the application of the Active Offer principle within the Welsh Government’s ‘More than Just Words’ framework (2012). During this time consent was obtained from the family, ensuring both guardian and the young person understood the purpose of the visit and that I would be accompanied by my manager who would be observing my practice. The pre engagement allowed for transparency and introductions to try and minimise anxiety for the young person. Consideration was also given to how the observation and interaction could affect the young person, as being observed by a professional may trigger stress or self-consciousness. Care was taken to maintain a supportive, non-intrusive approach, ensuring the young person felt safe and empowered during the discussion. This also ensured my practice was in line with the Code of Professional Practice for Social Care (2017) offering professional conduct and practice. The aim of the meeting was outlined to understand what barriers the young person was experiencing in accessing their education and how to over-come these, but in order to be able to do that my role as the Social Worker was to attempt to effectively communicate with the young person by building a rapport and level of trust through a non-judgemental approach, using age-appropriate language and being culturally sensitive (Thompson 2009). Using legislative and policy frameworks including the All Wales Attendance Framework 2012 and the Education Act 1996 whist ensuring my practice was aligned with the Social Services and Well-being (Wales) Act 2014, promoting wellbeing, voice and control, applying principles of The United Nations Convention on the Rights of the Child (1989) to uphold the young person’s rights to an education whilst through the language of their choice, in line with the Active Offer and More than Just Words (Welsh Government, 2012). 




	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).


Effective communication creates the foundation upon which successful social work practice is built, particularly when engaging with vulnerable young people who face complex challenges (Koprowska 2008). In this reflective account, I employ Gibbs’ Reflective Cycle (1988) as a structured framework to analyse and evaluate my communication strategies. This process involved examining how I assessed my communication skills, integrating person-centred principles, adhering to professional ethics and demonstrating cultural sensitivity and language awareness in particular, through the application of the Active Offer principle within the Welsh Government’s ‘More than Just Words’ framework (2012). 

The interaction took place in the young person’s home environment, motivated by escalating concerns among professionals and family members regarding the young person’s schools attendance. The decision to conduct the meeting in the home was deliberate, aiming to create a familiar, comfortable setting that would hopefully allow the young person to engage and to feel empowered within their environment prompting participation. The outcome was to begin to establish a trusting relationship that would facilitate honest communication through empowerment without fear of judgment. This approach aligns with the broader principles of participatory practice and ensures compliance with legal and ethical frameworks emphasising the importance of service user voice in decision-making processes SSWBA Wales (2014).
 Prior to engaging with the young person, I experienced a degree of nervousness. This apprehension stemmed from concerns about how my communication style might not resonate with them, especially considering their previous interactions with social work professionals and the potential for mistrust or disengagement. Recognising these feelings was crucial, as they could inadvertently influence my verbal and non-verbal communication, potentially impacting outcome of the meeting. I consciously prepared myself with the core person-centred principles, ensuring empathy, unconditional positive regard, and non-judgement, as articulated by Rogers (1957). These principles also discussed by (Trevithick 2012) can support in establishing a therapeutic environment ensuring the young person feels valued, understood and empowered to express themselves. 
During the meeting, several communication techniques were put into practice that were designed to foster engagement and understanding. A notable strength was my use of informal, age-appropriate language, which aimed to decrease perceived power imbalances and promote a sense of rapport. For example, I used open-ended questions rather than closed or directive prompts. This approach encourages narrative responses, which allowed the young person to articulate their experiences and feelings in their own words, which aligns with the participatory ethos underpinning SSWBA (2014). 

Active listening techniques were central to my approach. After allowing time for the young person to speak, I would summarise the young person’s statements and reflected their emotions. These strategies demonstrated empathy, validated their feelings and encourage further sharing. Non-verbal cues such as maintaining relaxed posture, using a calm and steady tone of voice and incorporating strategic silence aimed to create a safe and attentive environment, as advocated by Trevithick (2012). These cues signalled genuine interest essential for effective communication. 
Despite these strengths and efforts to ensure my practice was in line with recommended theory and policy and the COPP (2017), on reflection I highlighted areas where my practice could improve. First, I recognised that my own nervousness may have subtly influenced my tone, pace of speech, and overall character. For instance, I noticed that I occasionally spoke more quickly when feeling uncertain or when I felt I was struggling to engage the young person, which could have inadvertently conveyed anxiety or impatience. Geldard and Geldard (2019) emphasise that practitioners’ emotional states can impact communication, potentially affecting the young person’s receptiveness and willingness to share sensitive information. Second, I observed that I sometimes moved too swiftly towards offering solutions or advice, rather than allowing the young person to identify their own goals and strategies. I reflected back on this when thinking about the pauses of silence in the meeting. While intention was to be helpful, this approach risks undermining their autonomy and empowerment which is central to social work practice, as outlined by the British Association of Social Workers (BASW, 2021). Third, I acknowledged the importance of maintaining cultural sensitivity. The young person’s background, family circumstances, and language preferences were vital considerations in ensuring respectful and effective communication (Maclean 2010). Recognising this, I reflected on the Active Offer principle embedded within the ‘More than Just Words’ framework (2012), which directs that public services actively offer communication in the individual’s preferred language and format, to facilitate understanding and participation.
Guided by Rogers’ (1957) person-centred model, I aimed to create an environment that was empowered by empathy and positively. This approach emphasises the importance of genuine, non-judgemental engagement, fostering an environment where the young person would feel valued and free to explore their feelings and concerns openly. Prior to the interaction, I reviewed all available background information to ensure a holistic understanding. This preparation aligns with professional standards outlined by Social Care Wales (2017) and the BASW (2021), which underscore the importance of informed, respectful, and ethical practice. From a legal perspective, SSWBA (Wales) 2014 reinforces the importance of the young person’s voice, promoting their participation, well-being, and co-production. These principles underpin the ethical obligation to respect the young person’s independence and support their active involvement in decisions affecting their lives. 
Throughout the meeting, I remained aware of ethical principles such as respect, dignity, and confidentiality. I ensured that the young person felt in control of the conversation and could pause or withdraw at any point based on Trevithick (2003) relationship-based practice should remain at the heart of social work. Whilst it was evident that the young person found it challenging to engage, I was attentive to their emotional cues, trying to recognise signs of discomfort and responded appropriately. I acknowledged their cultural background, avoiding assumptions and demonstrating openness to their perspectives. 
Reflecting on the methods of communication used, has reinforced the importance of self-awareness, emotional regulation and power dynamic. Thompson (2018) summaries that having the sensitivity to the power of dynamics will take us back to observational skills, analytical skills and critically reflective practice.
Developing greater awareness of my own emotional states, refining non-verbal communication skills and continuously seeking cultural competence are areas for future development. In future practice, I will continue to ensure young people feel genuinely empowered to share their perspectives. This involves balancing empathy with patience and resisting the urge to over-direct (Mooney & Evans 2015). 
Effective communication is an indispensable element of social work practice, especially when working with vulnerable young people facing complex challenges at such a young age (Thompson 2018b). Through this reflective account, guided by Gibbs’ (1988) cycle, I have examined my communication strategies, identified strengths and areas for growth and highlighted the integration of person-centred principles, ethical standards and cultural sensitivity. The application of the Active Offer within the ‘More than Just Words’ framework underscores the importance of proactive, inclusive communication in fostering trust, participation and positive outcomes. Maclean (2010) believes that continuously reflecting on and in practice, refining our communication skills, social workers can better support young people in expressing their needs and preferences, promoting their well-being, independence along with helping them build and become resilient. This process not only enhances individual practitioner competence but also aligns practice with COPP (2017) and SSWA (2014) that upholds the rights and dignity of every individual.

Total Words 1636














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?

	The social worker was on time.

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

	The social worker had explained before the meeting the reason they were coming 
[bookmark: _GoBack]



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

	The social worker was prepared for the meeting. They had phoned before the meeting and had information about my school attendance to share in the meeting. 





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

	
The social worker listened whilst I was speaking and showed understanding about how I was feeling





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

	
The social worker was clear in what he was saying, he offered the meeting in Welsh and English but I am English speaking so would not understand if the meeting was in Welsh. 



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

	
I was worried about the meeting because I have worked with social workers before, but the social worker showed they listened and is now going to have a meeting with my school to put my concerns across. 





	Are there any other comments or suggestions that you would like to make?
	
No
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