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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:  17/12/2025_ _ _ _ _ _ _ _ _ _ _ _ _ 

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 review is to reassess the care and support needs of Service User 1, following a change in financial circumstances and eligibility for support with funding. The review is in accordance with the principles and duties of the Social Services and Well-being (Wales) Act 2014, ensuring that well-being, outcomes, strengths and risks are explored. The process will remain person-centred and outcome-focused, promoting the individual's rights, dignity and well-being while ensuring care arrangements remain appropriate and sustainable. 
 
Service User 1 has previously been assessed as lacking capacity to make decisions regarding their care and support under the Mental Capacity Act 2005. Consent for the review was therefore obtained via telephone from the appointed Lasting Power of Attorney (LPA) To minimise distress the review will take place within in a familiar setting, involving family and adapting communication to meet the individual's needs. 
 
Service user 1 is a Welsh speaker and the Active Offer (Welsh Government 2022) has been recorded on the local authority system. The review will therefore be conducted bilingually to ensure meaningful participation and promote well-being. This is particularly important within Wales, where Welsh remains the first language of many. Census 2021 data identified that 17.9% of residents in our local authority and 22.5% of residents in the neighboring authority are able to speak Welsh, reinforcing the importance of providing services in an individual's preferred language to support communication, dignity and identity. Welsh Language Commissioner data further demonstrates that Welsh language needs remain a key consideration across health and social care services in Wales. 
 
As the care home was within a neighboring authority there were also questions around ordinarily residency and who should be completing the review. Family members live abroad, potentially affecting ongoing involvement in future care planning. The review will also consider concerns regarding safeguarding and the operation of the LPA in line with the Wales Safeguarding Procedures. Consistent with Trevithick's relationship-based approach, the intervention will focus on communication, partnership working, observation and understanding the person's lived experience to support effective assessment and care planning (Trevithick, 2012). 
Word count 339



 








	



	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).

This observation provided an opportunity to reflect on my communication methods and skills during a review of Service User 1’s care needs at her residential home. Reflection is an essential part of social work practice because it enables practitioners to evaluate their effectiveness, identify areas for development and ensure that interventions are consistent with professional values and ethical standards. Gibbs' (1988) Reflective Cycle provides a useful framework for analysing the interaction and considering how communication supported person-centred practice. Throughout the review, I sought to uphold the principles of the Social Services and Well-being (Wales) Act 2014, the Mental Capacity Act 2005 and the Code of Professional Practice for Social Care by promoting participation, respecting dignity and ensuring Service User 1 remained central to the assessment process despite her cognitive difficulties.
Prior to the visit, I reviewed the available records and familiarised myself with Service User 1's circumstances. This preparation allowed me to create a plan as to how I would conduct the review to ensure that Service User 1 was able to engage in the review. As social workers we should assess communication needs continuously rather than assume a standard approach will be effective. On meeting Service User 1, it became clear that significant memory impairment would affect how information needed to be shared and discussed. She struggled to remember my name and asked who I was several times, a reintroduction and explanation was provided each time. Rather than viewing this as a barrier to engagement, I recognised the need to adapt my communication style to maximise her involvement. Trevithick (2012, p.13) states that "communication lies at the heart of effective social work practice." This was evident throughout the observation, as the success of the review depended not on the amount of information shared but on my ability to communicate in a way that was meaningful and accessible to Service User 1.
A strength of my communication was the use of repetition, reassurance and checking understanding. I explained the purpose of the visit several times and used straightforward language, avoiding complicated language. This enabled Service User 1 to participate in discussions despite her difficulties retaining information. Importantly, I did not rely solely on information provided by family members or care staff. Although Service User 1 lacked capacity in relation to decisions regarding her care and support, the principles of the Mental Capacity Act 2005 require individuals to be supported to participate as fully as possible in decisions affecting them. I addressed questions to Service User 1 first, listened to her views and ensured her wishes were heard throughout the review. This reflected a person-centred approach by recognising her as the expert in her own lived experience. Even where her memory difficulties impacted on her ability to provide consistent information, her feelings, preferences and experiences remained important and worthy of consideration.
The observation also highlighted the importance of relationship-based practice. Developing rapport was particularly important because being observed by Practice Assessor 1 could have created a more formal atmosphere. I was conscious that both Service User 1 and her family needed to feel comfortable sharing their views. Feedback from the family indicated that they felt listened to and respected throughout the visit. They commented that explanations were provided several times using different approaches due to Service User 1's forgetfulness and that I took time to communicate with each person in the way most relevant to them. This feedback suggests that I was able to build trust and demonstrate empathy, both of which are essential skills of effective social work communication. Thompson (2021, p.115) argues that "communication is the foundation upon which effective helping relationships are built." The positive feedback received supports the view that a helping relationship was successfully established with both Service User 1 and her family. Reflecting upon this, I recognised that effective communication is more then conversation and includes creating an environment where individuals feel valued, respected and able to participate without fear of judgement.
An important aspect of the review involved responding to the complexities of the family discussion. When family members arrived, the conversation became difficult to manage because there were competing priorities. Family Member 2 wished to focus on ongoing safeguarding concerns, while Family Member 1 moved between several topics. Family Member 2 was unable to speak Welsh, therefore large parts had to be repeated in English for him to understand. Some people may have conducted the review in English to accommodate this, however I felt that it was important to speak in Servicer user 1 preferred language. As a result, the discussion sometimes lacked structure and Service User 1 sometimes lost concentration. This presented a challenge because social work communication involves balancing the perspectives of multiple individuals while ensuring the voice of the person receiving care is not lost. I used active listening skills to acknowledge concerns whilst gently redirecting conversations back to the purpose of the review. I summarised key points, clarified information and regularly refocused attention on Service User 1's experiences. Although these strategies proved effective, critical reflection suggests that setting a clearer agenda at the beginning of the family discussion may have reduced the need for repetition and created greater structure. This would have enabled all participants to feel heard while maintaining a stronger focus on the outcomes of the review.
The observation also demonstrated my ability to communicate in a culturally and linguistically sensitive manner. Service User 1 is a Welsh speaker, the Active Offer had been recorded on the system. The principle of the Active Offer, as outlined in More Than Just Words (Welsh Government, 2012), is that services are delivered in Welsh without individuals having to request them. During the review, I communicated bilingually and ensured Welsh language needs were considered throughout. Although ia mainly communicated bilingually due to accommodate Family member 3, evidence suggesting that some bilingual individuals living with dementia may experience increasing difficulty accessing a second language as cognitive impairment progresses. Research indicates that people with dementia may revert to their first language or find it easier to communicate through the language most strongly associated with certain life experiences and memories. This has significant implications for practice because communication difficulties may be mistakenly interpreted as cognitive difficulties when they are actually related to language ability. Consequently, I can see that although Welsh may be the preferred language it may not always be the most appropriate language, and vice versa. It is important to be flexible. 
Feedback from family highlighted I was able to engage in relevant conversation through their first language and that this contributed positively to the overall experience. By proactively using Welsh rather than waiting to be asked, I demonstrated a commitment to the wider values of anti-oppressive practice. Reflecting on this increased my awareness of how language is closely linked to identity, culture and personal history. Supporting people to communicate in their preferred language is not solely about meeting requirements; it is also about promoting dignity, inclusion and emotional wellbeing.
The Social Care Wales Code of Professional Practice, (Social Care Wales, 2017)  requires practitioners to respect diversity and communicate appropriately according to individual need. I believe my communication was consistent with these principles. Rather than adopting a one-size-fits-all approach, I modified my communication style in response to Service User 1's cognitive impairment, language preferences and the emotional needs of family members. 
The observation also increased my awareness that communication skills must be continually evaluated throughout practice. I monitored verbal and non-verbal responses, assessed understanding and adapted my approach when information was not retained. This process of assessing, adapting and reassessing communication demonstrated professional self-awareness and ensured that my interventions remained responsive to changing needs throughout the review.
Overall, this observation highlighted several communication strengths, including active listening, empathy, flexibility, bilingual communication, repetition of information and the ability to maintain a person-centred focus during complex discussions. Feedback from family members and care staff provided evidence that these approaches were effective in promoting participation, building trust and supporting positive working relationships. However, reflection also identified areas for development, particularly around establishing clearer structures when multiple stakeholders are present. In future reviews, setting a more explicit agenda at the outset may help maintain focus, support participation and ensure that important issues are addressed more systematically. This experience reinforced the importance of adapting communication to cognitive, linguistic and cultural needs and demonstrated how reflective practice can enhance professional development. By applying these principles, I was able to uphold social work values, demonstrate adherence to the Code of Professional Practice and contribute to a review process that was respectful, inclusive and person-centred.

Word count 1425









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 they arrived early and had contacted prior to make arrangements.

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

	Yes, this was checked with the home staff, family and client.

They not only explained to the family members, they explained several times to the client in different ways due to their forgetfulness

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

	Yes we understood why we met today we needed to review the care and collate information to apply for funding.

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

	The social worker had arrived early and read through the homes notes and care plans etc. 

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

	Absolutely  yes, very person centered today and took time to explain in different ways to each party present in the most relevant way.

	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 able to answer our questions and allay any fears. All involved from SSD were lovely today and listed to us and entered into relevant conversation via our first language Welsh. 



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

	Yes thank you , all involved were lovely people and they were able to answer all our queries and allay any fears. 

	Are there any other comments or suggestions that you would like to make?
	Nothing we can think of. 
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