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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:  17/9/25

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).

I will refer to the individual as 1, a 78-year-old man who lives alone. 1 receives support with personal care, meal preparation, cleaning and admin tasks due to cognitive decline and poor mobility. 1’s sister kindly completes shopping weekly, which is vital in 1’s rural location due to lack of services (Llais, 2025). 1 has capacity for care and support, however, lacks capacity to manage finances (Mental Capacity Act (MCA), 2005). Following best interest meeting (MCA, 2005. S4), the Local Authority holds Deputyship for 1’s finances. 

My visit will discuss my upcoming closure. A person‑centred approach requires anticipating the impact this will have on 1. I plan to use clear communication, open posture and gentle tone to reduce anxiety; as non‑verbal communication shapes how reassurance is received (Carmichael and Mizrahi, 2023). If 1 becomes confused or distressed, I will pause, offer explanations in simple language, check 1’s understanding in line with MCA 2005, which emphasises supporting individuals to make decisions and act in their best interests when they struggle to process information (Department for Constitutional Affairs, 2007). Ending involvement will feel unsettling, and acknowledging 1’s feelings and preparing him gradually will help reduce the emotional impact of the transition (Howe, 2011). I will ensure that the appropriate safeguards are in place for safe closure in line with the Social Services and Wellbeing Wales Act 2014. 

I am mindful that the presence of the observer may impact how 1 feels (Welsh Government, 2022). I plan to check in and reassure 1 to avoid this power dynamic. I called 1 two days prior and gave a clear and concise explanation for the visit and observation, we speak regularly over the phone, 1 has good hearing and telephone skills, making it an appropriate way to gain his informed consent. 1 was able to verbally repeat and confirm the arrangement, and he wrote everything down as per our usual routine. I was satisfied that he understood and had means to retain the information.

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).

Effective communication is central to ethical social work practice. This reflection is based on a home visit to 1, during which I was observed discussing my involvement, 1’s finances, and my involvement coming to an end. Making an Active Offer of the Welsh language is a legal requirement to ensure inclusive practice (Welsh Government, 2012) and ‘More Than Just Words’ promotes appropriate communication and the right to language choice, without placing responsibility on service users to request (Welsh Government, 2012). In my initial interaction, I ensured 1 was aware of his rights to services in Welsh setting the tone for rights-based person-centred interaction; however, his chosen language is English.

On arrival at 1’s property, I introduced the observer and checked 1’s understanding and consent for their presence. This aligns with the Code of Professional Practice (CoPP) requirement of open, honest and transparent communication (Social Care Wales, 2017). Through the rapport build with 1, I have learned that he often uses personal questions as a distraction technique, and on this occasion directed these towards the observer. I used reflection in action (Schon, 1983) and drew on my knowledge of 1’s communication pattern, using boundaries, refocusing, and clear, purposeful language to keep the conversation central to 1 and the purpose of my visit (Social Care Wales, 2019). I can reflect that this required balancing empathy with professional authority, which is a common ethical tension in social work. 

1 is sociable and responds positively to humour. I have therefore learned during my involvement to use humour as a communication tool to reduce anxiety, build rapport and maintain focus (Social Work News, 2024). Recognising and adapting to 1’s communication preferences reflects person- centred practice and the requirement to understand “what matters” to the individual (Social Care Wales, 2025). During this visit, humour helped to ease the tension that could have been caused by the presence of an observer, and 1’s relaxed posture, increased engagement, and willingness to share information indicated that he felt at ease as a result (Social Care Wales, 2022). 

Collaborative working is essential when supporting 1, particularly due to the Local Authority’s Deputyship over his finances. Prior to my visit I contacted the Deputyship team to ensure I had accurate information to address any queries. Preparation is a key communication skill in potentially contentious situations, as it supports clarity, confidence and consistency (Social Care Wales, 2025). During the visit 1’s anxieties increased over a query he had regarding a fuel allowance coupon, I was able to use a calm tone and slow speech to acknowledge his feelings; common techniques used in de-escalation (Care Learning, 2024). This is in line with the CoPP requirement to promote wellbeing and manage risk through communication (Social Care Wales, 2017). On reflection, I can recognise that my preparation enabled me to feel confident and composed in my responses, avoiding escalation. 

1 has a history of making allegations about people, including his family, friends and professionals. They are often unsubstantiated but important to acknowledge with care and professionalism. I therefore undertake my visits to 1 at the same time as his personal assistant, to ensure that I have good communication and information sharing with the personal assistant (Welsh Governments, 2019), any issues can be resolved, but also to protect myself if 1 was to make any allegations (Stanley and Goddard, 2002). Due to these allegations, 1 has difficulties maintaining relationships with his family. This reflects the wider challenges faced by adults who experience social isolation in rural Welsh communities with lack of resource (Welsh Government, 2017), and maintaining their support is therefore vital to 1’s wellbeing and safety. During the visit, 1 communicated his frustration that his sister had been unable to get an item from his shopping list. At 1’s request, I assisted him to check the receipt provided to ensure that the item had not been paid for. In doing this I was able to communicate reassurance that the purchase had not been made. On reflection I can recognise that I acknowledged 1’s frustration but supported him to recognise the importance of his sisters ongoing support to sustain this relationship.    

I achieved this by using active listening, allowing 1 the time and space to ask questions, and avoiding interruptions which can cause 1 to disengage and lose trust (Fairbanks Mosher, 2024; Social Work Institute, 2025). Non-verbal communication such as nodding, eye contact and open posture helped to convey empathy and engagement; all essential in building professional working relationships (Egan, 2013). I also used open ended questions to encourage 1 to participate fully in the discussion, allowing expression of his thoughts and feelings, in line with person centred practice (Social Care Wales, 2022). Reflecting on the visit, I recognised how 1’s communication needs shaped the pace of the conversation. 1 responds well to a calm and predictable communication style, an approach consistent with de-escalation techniques in social care (Care Learning, 2024), which is relevant in this visit as discussing his finances can cause 1 to feel dysregulated.

Throughout the visit I avoided using technical language, to ensure clarity and understanding (Care Learning, 2014). This helped 1 maintain his understanding and involvement in the discussion in line with the SSWBWA 2014. Communicating in an accessible way is good practice, but also a legal and ethical requirement (Welsh Government, 2015). The communication methods used reflect person-centred practice, with 1’s voice, wishes and preferences guiding the visit. This reflection helped me recognise that the rapport that I have with 1 allowed me to recognise his preferences and guide the conversation. This aligns with evidence that person-centred support relies on understanding communication styles, allowing time and demonstrating respect (Martin and Jones, 2018). 

I can recognise that a key challenge within this visit was addressing the dependency that 1 has developed around my involvement. 1’s dependency raises ethical considerations about boundaries and attachment for my future practice. I addressed this during the visit by gently but firmly explaining that my involvement was ending, reiterating the assessment process, and ongoing support from the Deputyship team. Communicating facts helped to reassure 1 and maintain transparency. I then used a strengths-based model to discuss with 1 his achievements during my involvement, supporting autonomy and resilience (Caiels et al., 2023). 1 benefits from the use of reflecting back and paraphrasing as a way of creating clarity through communication, this has been an effective skill in building a professional relationship and ensuring 1’s understanding (Social Work Institute, 2025). I was therefore mindful not to rush the explanation and maintaining a calm and steady tone helped 1 to understand and accept what I was communicating. 

Reflecting on this, I can recognise that my consistent responsiveness and availability may have unintentionally contributed to dependency, shaping 1’s expectations and relational dynamics (Ruch, 2007). This insight helped me understand how communication style, particularly my tendency to step in quickly to reassure, may have limited 1’s ability to develop confidence in managing his situation independently. I have therefore used this as learning for my professional development, highlighting the importance of balancing empathy with boundary setting and strengths-based communication, both of which support autonomy and resilience (Trevithick, 2012). I will aim to support autonomy from the outset by encouraging problem solving, offering choices and reinforcing the individuals own capabilities (Chaumba and Lockyear, 2021). 

The observation highlighted the complexity of communication in social work, particularly when ending involvement with a vulnerable adult who has developed emotional dependency. It reinforced the importance of person-centred communication, ethical practice and adherence to Welsh legislative frameworks. It also deepened my understanding of how communication style can influence dependence, trust and autonomy. My reflection has reinforced the importance of how strong communication relies on non-verbal cues to help build rapport and aid understanding (Carmichael and Mizrahi, 2023). I was not explicitly aware until I later reflected that body language, posture and eye contact had helped 1 to feel relaxed and able to engage (Lewis, 1972). In the future, I aim to strengthen my active listening skills, maintain clear boundaries, and consistently uphold the Active Offer and ‘More Than Just Words’ principles to ensure culturally sensitive, rights- based practice. 
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, she said she would be here at 11 today

	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

	Was the social worker well prepared?

	Yes, and polite

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

	Yes, I trust her

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

	Yes, crystal clear



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

	Yes

	Are there any other comments or suggestions that you would like to make?
	You’ve both been very good
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