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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:  29/08/2024

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 was allocated to lady 2 to complete a rapid response assessment, under s. 14 of the Social Services and Well-being (Wales) Act 2014. Lady 2 required urgent support as her husband and main carer had been admitted to hospital due to a rapid deterioration in his health. Lady 2 was 87 years old and diagnosed with Parkinson’s, which impacted on her physical and mental-well-being and significantly affected her ability to compete daily living tasks independently. 
There appears to be a lack of up-to-date statistics on the amount of people living with Parkinson’s in Wales. According to Parkinson’s UK (2018), as cited by the National Institute for Health and Care Excellence (NICE, 2023), there were an estimated 137,000 citizens in the United Kingdom living with Parkinson’s. 
Prior to the assessment I identified that this would be an appropriate visit to complete my direct observation. On the enquiry lady 2’s son was listed as the first point of contact, as she had consented for information to be shared with him during the enquiry process. Therefore, once allocated I contacted her son for further information. Initially I spoke with her son to determine whether lady 2 had any barriers to communication; he advised me that 2 can verbally communicate but needs time to process information.  Lady 2’s son was temporarily staying with her; after speaking with him I was able to liaise with lady 2 to gain her consent for the direct observation. I explained to lady 2 the purpose of observation, which she fully understood and was happy to proceed. The enquiry did not stipulate whether lady 2 had a preferred language of communication, therefore, I provided her with the ‘active offer’  in accordance with the ‘More than just words’ (2023) framework. The ‘active offer’ promotes practitioners to offer the service in Welsh to citizens needing support. As a Welsh speaker I understand the impact providing the ‘active offer’, as it shows respect to people’s language preferences. 
 Word count- 326



































	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).


Upon receiving the referral for lady 2,  I checked the ‘communication’ section of the enquiry form to establish if lady 2 had a preferred language or any barriers to communication, which it did not.  I then spoke with lady 2’s son, who was listed as her 1st point of contact and consent had been given by lady 2 to share information with him. 2’s son shared that his mother requires time to process information, as she gets overwhelmed due to her anxiety. Upon speaking with lady 2 to gain her consent for the assessment and observation I had no concerns in relation to her capacity to consent. Lady 2 was able to tell me why a referral had been made by her family and occupational therapist and understand the purpose of the assessment and observation. I feel I took the time to fully explain the purpose of the observation and asked her to summarise the plan i.e. to visit to assess and be observed by my colleague, which ensured she had all the information to consent. 
Prior to the assessment I provided the ‘active offer’ to lady 2, to respect and promote her language and preferences, in accordance with Welsh Government (2022-2027) ‘More than just words’ framework and the code of professional practice (CoPP) (Social Care Wales, SCW,  2017).  As a practitioner, I recognised the importance of providing the active offer, even though lady 2 had no requested a service in Welsh. The ‘more than just words’ framework highlights that the ‘active offer’ is particularly important for vulnerable citizens, for example older people, to ensure safe care is promoted and the values of the Social Services and Well-being (Wales) Act 2014 are reflected in the assessment and service being provided. 
Once allocated to lady 2’s case and I had gained her consent to complete the assessment I read ensured to re-read the contact enquiry form; at this point I was notified that an occupational therapist (OT) had also made a referral to us. Therefore, I read this referral to gain as much information as possible to understand 2’s circumstances and identify her care and support needs, in accordance with the CoPP (SCW, 2017). I then contacted lady 2 and requested her consent to share her information with other professionals, for example, our in-house care team to see if they have capacity for care calls and she consented. I ensured to make key notes of 2’s needs and the concerns raised by her family and OT.   

My goal was to work in collaboration with lady 2 in using a person-centred approach to assess her care and support needs and identify her capabilities (Lindsay, 2013).  On arrival, I introduced myself and the observer to lady 2 and her family.  I re-capped on our telephone conversation and shared the purpose of my visit to assess her today.  At the start of the visit Lady 2 shared that she felt completely lost and that she “had nowhere to turn to for support”.  According to Parkinsons UK (2024) there seems to be a lack of awareness on how Parkinson’s affects people and this impacts on them accessing services, as they do not feel understood.  I feel that I showed empathy towards lady 2, I acknowledged her feelings and reassured her that I was here to help and support her.     To promote positive engagement,  I actively listened to lady 2 throughout the visit. I did this by asking open-ended questions, providing encouraging statements, such as “ok” and “right”, and then  recapping on what lady 2 had said to ensure I fully understood her (Teater, 2014).

Lady 2 was accepting that she needed support but was completely overwhelmed because her husband was not present to support her, she shared “we’re joined at the hip usually”.  Lady 2 was finding it challenging to share with me exactly what she needed support with, as she shared her husband “helps with everything”. When I asked open-ended questions lady 2 would divert the conversation to talk about her husband, as she was clearly worried and upset about him being in hospital. I used clear and straightforward language in accordance with the CoPP (SCW, 2017) and emphasised the importance of me understanding what daily living tasks she needs support with, as this will enable me to determine how her needs can be met appropriately.  I asked her what she needs support with at specific times of the day and she was able to understand and communicate her capabilities and the tasks she needs assistance with. 
When discussing care options, which were a package of care or care home placement; I fully explained what these options and avoided using any abbreviations,  as I wanted to ensure lady 2 could fully process the information to make an informed decision. According to Teater (2014) it is important for social workers to avoid using professional jargon, as this enables citizens to feel that they have more control in their situation. Lady 2 shared “it’ll just be easier to go into a home, I don’t want to be a burden”.  I asked lady 2, “if you had the support at home would you want to stay at home?” and she responded, “yes I would want to stay at home for as long as possible”.   There were certain aspects of lady 2’s life that she was finding very difficult without her husband, which were barriers to her feeling that she could remain at home. I reflected on this during the visit and although I considered minor issues, to lady 2 these were significant and preventing her from feeling independent. I ensured to actively listed to lady 2 to consider ways of maximizing her independence at home, in accordance with the CoPP (SCW, 2017). From previous experience as a domiciliary carer, I learnt about helpful assistive technologies, and I discussed some of these with lady 2 based on her care/support needs. For example, lady 2 was struggling with cutting up her food, therefore, I recommended a ‘spork’ which can be purchased online. I also recommended a digital smart alarm clock for reminding lady 2 to take her medication. Finally, I discussed a waterproof incontinence bed protector pad ,as lady 2’s main concern was not making it to the commode at night and then not being able to change her bedding until the morning. Lady 2 was delighted with the recommendations, as she  shared “I had no idea what was out there”. Through actively listening, using a strengths-based and a person-centres approach I was able to encourage lady 2 to share her worries about being at home and fully understand her wishes and what mattered to her. 

To enable lady 2 to remain independent at home and have her care and support needs met I asked whether she would like a package of care. Based on her level of needs I recommended 3 calls per day, which lady 2 accepted and was pleased that plans were being made. I developed a collaborative care and support plan with lady 2, under s. 54 of the Social Services and Well-being (Wales) Act 2014. I then developed a contingency plan with lady 2 and her family, who agreed to continue supporting her until a package of care begins. However, I  was open and honest about the wait for care and advised that a temporary respite placement could be an option if lady 2 and her family reach breaking point, which lady 2 agreed was a sensible plan. At the end of the visit, I re-capped on the plan for me to request a package of care, for family to continue supporting in the interim and a temporary placement as a contingency option if the plan breaks down. 
On reflection, lady 2 initially presented as very anxious,  when assessing her body language her tremors appeared worse at the start of the visit compared to the end of the visit. According to Parkinson’s UK (2023) anxiety can worsen tremors for some people. On reflection active listening was important during this experience as I was able to show empathy towards lady 2, which I feel helped her feel valued. 

In conclusion, active listening and a person-centred approach were essential aspects of providing effective communication during this experience. I feel that I was able to develop a positive rapport with her, even in a short period of time. I was also able to collaboratively find methods to maximise her independence, agree a care and support plan and form a realistic contingency plan. 
Word count- 1,415
 





































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, social worker arrived at the agreed 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, social worker sought my consent for observation. I was made aware of planned observation and reason social worker being observed, as part of their ongoing professional training practices. 

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

	Yes, I understand todays contact an opportunity for assessment and offer of support with my health needs. 

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

	I feel the social worker was very prepared and knowledgeable. 

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

	Yes, I felt respected and listened to. The experience was positive and reassuring. I feel hopeful that progress will be made.

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

	I was asked my preference for Welsh or English language communication.

I understood what agreed for my care plan, both in terms of potential costs and possible timeframes for service to start. 



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

	Not sure of previous expectations. However, some reference to frustrations of how to achieve initial referral and social work allocation prior to contact. Once social worker allocation made, I very pleased with involvement, I feel our questions have been answered with respect and we are hopeful for good progress 

	Are there any other comments or suggestions that you would like to make?
	Social worker very easy to talk to, I felt relaxed, listened to, and appreciate the suggestions made regarding various ideas that may maximise my independence. Overall very positive experience and pleased with agreed goals and plan set. 
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