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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:  28/08/2025

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).


During a recent home visit, I was observed by my practice lead during meeting a with two parents (referred to as Parent 1 and Parent 2), whose daughter (referred to as 3) is currently subject to a full care order. Both parents expressed a strong wish to re-establish contact with their daughter (3), with 1 and 2 having not seen or communicated with their daughter for over two years, making this meeting particularly significant for all involved. Due to the nature of the meeting, I ensured I got consent from both 1 and 2 for me to be observed during the meeting.
The purpose of the meeting was to explore the underlying reasons for the prolonged lack of contact and to collaboratively develop a plan to reinstate contact, whilst ensuring 3 emotional needs are met.
Throughout the session, I maintained a person-centred approach, employing active listening skills and reflective questioning to manage parental expectations and promote transparency. My focus remained on ensuring that any proposed contact arrangements would be safe, emotionally supportive, and developmentally appropriate for 3.
Given the geographical distance between 3 and her parents, I proposed virtual contact via Microsoft Teams as a practical and safe interim measure. I expressed that I will be present during the session to provide emotional support and ensure safeguarding for 3, recognising the importance of gradual reintroduction and emotional containment for 3.
Parent 1 is Welsh and Parent 2 is English, with both being fluent English speakers, and no additional cultural or language needs were identified. As English is their only spoken language, there was no requirement for an ‘Active Offer’ of Welsh language services. The meeting was conducted in accordance with the Children Act 1989, specifically Sections 33 and 34, which outline the rights and responsibilities regarding parental contact and the local authority’s duty to act in the child’s best interests.

Word count - 310












	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 is a cornerstone of social work practice. It enables practitioners to build meaningful relationships, understand service users’ needs and advocate for their rights. Trevithick (2005) emphasises that communication is not merely about exchanging information but is central to developing trust, empathy, and collaboration. As a newly qualified social worker, I am continually developing my communication skills to ensure I can engage effectively with individuals and families, particularly in emotionally and complex situations.
This reflection focuses on a recent observation conducted in accordance with the Children Act 1989, specifically Sections 33 and 34. These sections outline the responsibilities of local authorities in relation to parental contact and the overarching duty to act in the best interests of the child. The meeting involved parents 1 and 2 who had not had contact with their child 3 for over two years. The context was emotionally sensitive, with both parents expressing frustration and mistrust towards social services.
In line with the Social Services and Well-being (Wales) Act 2014, and the Welsh Government’s strategic framework ‘More than Just Words’, it is essential that social care services in Wales actively offer the Welsh language. Prior to the meeting, I had discussed language preferences with 1 and 2. Although 1 was a Welsh woman she was unable to speak or understand the language of Welsh and wanted to communicate in English. 2 was an English had was also unable to speak or communicate in Welsh and therefore both 1 and 2 wished to have communicate in English. However, I am aware that if either 1 or 2 required the communication to be conducted in Welsh, then I would be able to support this with Welsh speaking colleagues or an interpreter.
From the beginning of the meeting, it was evident that both parents were emotionally distressed with the lack of contact with 3. Parent 2 displayed signs of agitation throughout the meeting with his tone of voice and body language. He frequently referred to the past two years without contact with 3, expressing deep frustration and mistrust towards social services. Recognising the emotional intensity of the situation, I prioritised active listening, a core communication skill that involves fully engaging with the speaker to understand their perspective (Egan, 2013). By listening attentively and without interruption, I aimed to create a safe space where both 1 and 2 felt heard and respected.
I believe I demonstrated active listening effectively, which empowered 1 and 2 to express their views and emotions freely. This approach aligns with Principle 7 of the British Association of Social Workers Code of (2014) and Codes of Professional Practice, section 3.2, which emphasise empowerment and the importance of enabling individuals to take control of their circumstances. “Empowerment attempts to encourage “individuals, families, or groups to take power for themselves” (Tew, 2013).

Given 1 and 2 dissatisfactions with the current situation and the lack of contact with their child, I anticipated that the meeting would be challenging. To ensure clarity and mutual understanding, I employed techniques such as paraphrasing and clarifying questions. These strategies allowed me to confirm my understanding of their concerns and demonstrate empathy. Trevithick (2005) highlights that such skills are essential in building rapport and validating service users’ experiences. By reflecting their words and emotions, I conveyed that I valued their input and was committed to working collaboratively towards a resolution.
The historical context of the case, marked by distrust and perceived power imbalances, meant that the parents felt social services were withholding contact unfairly. I was mindful of this dynamic and sought to apply person-centred theory, which is deeply rooted within social work ethics and values. A person-centred theory promotes respect for the individual and emphasises the importance of congruence, unconditional positive regard, and empathy (Trevithick, 2005). I felt by applying this theory, it allowed 1 and 2 to feel empowered and have their voice heard. By combining this approach, with transparency, openness and honesty and showing respect for 1 and 2, I felt that I upheld my professional values, ethics and codes of practice (BASW, 2012; CCW, 2015).

In addition to verbal communication, I was conscious of my non-verbal cues, such as body language, facial expressions, and tone of voice. Throughout the meeting, I maintained an open and relaxed posture, nodding to show understanding, and used a calm tone. When parent 2 became visibly upset and agitated, I remained calm and non-defensive, which helped de-escalate the situation and encouraged him to express his feelings more openly. I felt using these non-verbal cues, allowed me to convey empathy towards 2, allowing him to feel empowered and comfortable to express his feeling more openly. According to Egan (2013), such behaviours are essential in building rapport and creating a therapeutic alliance.

During the meeting,  1 and 2 shared their views on how contact with child 3 should be re-established. As I listened to their suggestions, I applied Schön’s (1983) model of reflection, particularly the concept of ‘reflection-in-action’. This allowed me to reflect on their proposals in real-time, consider the implications, and navigate the complexities of the situation. By engaging in reflective practice during the meeting, I was able to explore 1 and 2 reasoning, negotiate ideas, and ensure that any proposed plans prioritised 3 emotional well-being and safeguarding.
Negotiation emerged as a key skill during this process. Social workers will often find themselves ‘negotiating who will what, how, by when, and who will pay for it’ (Mantell, 2009). I felt I used the skill to negotiation and develop a plan that both 1 and 2 could agree to. However, gaining their trust was challenging due to their previous negative experiences with social services. I recognised that imposing a plan would likely be met with resistance, so I focused on collaborative negotiation, involving both 1 and 2 in the decision-making process. This approach helped to reduce defensiveness and foster a sense of ownership over the outcome.
Throughout the meeting, I adopted an anti-oppressive communication style, which involved acknowledging 1 and 2 strengths, being transparent about the process and recognising the systemic barriers that may have contributed to their mistrust. As the meeting progressed, I observed that parent 1 became less defensive and more engaging  However, parent 2 remained guarded, indicating that rebuilding trust would require ongoing effort and consistency.
Despite my efforts to engage both 1 and 2, I acknowledge that there were limitations in my approach. While I was able to build a rapport with 1, i understood that 2 would not take my word at face value until I backed them up with consistent actions. 
On reflection, I am aware that my communication skills will vary depending on the individuals and their needs. Due to the frustration that 2 displayed throughout the meeting, I felt it highlighted the importance of active listening, allowing 2 to have his voice heard and ensuring that I heard him correctly with paraphrasing. By applying person-centred theory and anti-oppressive principles, I was able to create a space where both 1 and 2 were able to voice their opinion in a safe space. Although challenges remained, particularly in building trust with 2, the meeting resulted in a positive outcome with plans to reinstate contact. This experience has deepened my understanding of the complexities of communication in social work and reinforced my commitment to developing my skills further to support individuals and families effectively.
Word count: 1224



















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 time of the visit had to be changed on the day, Jason communicated a new time with us.

	Did the social worker get your permission in advance for the observer to be present? 
Did they explain why they were being observed?

	Yes

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

	Yes.

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

	The meeting concluded with parents confirming that they were happy that Jason covered the issues that have caused them concern, there is a clear plan of actions to be followed up and their positive working relationship with Jason reassures them that he is true to his word.

	  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.



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

	The parents were clear that they were able to talk to Jason about their concerns for their child’s safety and wellbeing, whilst they didn’t necessarily agree with all responses or decisions that have been made in respect of this matter, they felt Jason explained matters clearly and was working in the best interest of their child.

	Are there any other comments or suggestions that you would like to make?
	Parents were clear that any concerns or complaints that they have raised are not in respect of Jason as a social worker, they value him as a professional working with their children and have a positive, trusting relationship with him.
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