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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:  25/03/2025 

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 observation of direct social work practice chosen was to assess Adult 1’s needs around mental wellbeing and accommodation. Adult 1 is experiencing difficulties with managing daily tasks which is affecting her accommodation and impacting her mental wellbeing. A recent report conducted by Roberts and Petchy (2024) found that individuals who were experiencing difficulties to afford their homes frequently experienced compounding disadvantages, which led to feeling isolated in their communities with fewer resources or facilities further exacerbating their health and mental well-being. I initially contacted Adult 1 by way of telephone call to discuss the referral, before discussing the referral I asked Adult 1 if she was a Welsh speaker. By actively providing a service in Welsh to individuals who are accessing services, can ensure that the individual’s needs are recognised and the individual is able to understand the service being offered (Social Care Wales, 2025). Embodying Welsh language services into everyday practice demonstrates that Local Authorities are implementing the ‘Cymraeg 2050’ strategy of increasing the use of Welsh throughout services across Wales (Welsh Language Commissioner, 2018). Adult 1 identified as a non-Welsh speaker and required the service in English.

During the telephone call consent was initially attained through asking Adult 1 would she consent to her appointment being used as an observation. I explained what the observation was for, I explained the process and assured Adult 1 that all personal information is anonymised. Adult 1 verbally consented, and I will ensure I ask again before I am observed. Asking for consent again will provide opportunity for Adult 1 to ask any further questions or for her to voice any concerns about the observation or to say no she has changed her mind. The observation can impact Adult 1, being the subject of an observation induces anxiety and can affect a person's behaviour (Murphy and Dingwall, 2001). Asking Adult 1 for consent again demonstrates Adult 1’s voice is heard, and she is in control of how her assessment is conducted.   

Word count - 330












	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). 


The observation of direct social work practice chosen is a What Matters discussion co-produced with Adult 1. According to NHS Wales (2009) co-production is an asset-based strategy that enables service providers and individuals to work collaboratively, share authority and accountability. Research conducted by Andrews et al (2003) highlighted co-production is values based, professionals should adopt co-production through listening, enshrining a cooperative attitude, leveraging individual’s skills, and demonstrate the ability to view others as equals. Adult 1’s referral to my team stated she is experiencing difficulties with managing daily tasks due to her physical health and mental health. These difficulties are affecting Adult 1’s tenancy, and the stress from managing her tenancy is exacerbating her mental health and wellbeing. To support Adult 1 to meet her identified needs and goals I will ensure any information I share with her during her appointment is accessible and meets her needs. I will ensure Adult 1 has choice and control with what support is needed to meet her needs, whilst respecting her views and wishes. This evidences some of the key principles of the Code of Professional Practice, which is fundamental for professionals to follow when supporting individuals who are accessing services (Social Care Wales, 2017). Supporting Adult 1 to participate in accessing the support she needs and wants demonstrates a focus on Arnstein’s ladder (1969) citizens participation. Gaber (2019) wrote that Arnstein's ladder (1969) A Ladder of Citizen Participation evolved to provide a fairer path for citizen participation and to inspire community groups to actively seek more community authority to equalise their relationship with local governments. 

During initial contact with Adult 1, I had asked the ‘Active Offer’ to which Adult 1 expressed she requires the service in English. Through providing the 'Active Offer' it entails a cultural shift that relieves the individual of the responsibility of requesting a service in Welsh and ensures the individual can access services that are required as an equal partner (Welsh Government, 2012). During the face-to-face appointment I will also ask Adult 1 if there is anyone in her support network who are Welsh speakers, promoting Welsh language and culture is the duty of all those who provide services to not only the individual but the individual’s families and carers (Care Inspectorate, 2016). If any of Adult 1’s support network are Welsh speakers, and she wishes for them to be a part of her support I can provide any information for them in Welsh. I had prepared for Adult 1’s appointment through ensuring I had all the appropriate documents needed, this also included a list of support numbers for Adult 1 to access for her mental health and wellbeing if needed. I had arranged to meet Adult 1 at her home address due to difficulties Adult 1 is experiencing with her physical health and limited access to her vehicle and access to public transport is also limited. Due to meeting Adult 1 at her property, I had also prepared by completing back-ground checks to ensure there was no markers on Adult 1’s property. According to Kendra and George (2001) although there is a certain amount of risk, uncertainty and ambiguity associated with home visiting, it was found that some professionals may be prepared to face the risks and repercussions. Having said that, as a social worker assessing and managing risk is a part of my everyday practice when meeting individuals and by preparing for home visits through completing initial checks, I am able to manage any identified risks and update the risk assessment. 

At the beginning of Adult 1’s appointment I asked where she would like us to sit, asking this question is a part of my daily practice and important with the appointment being a home visit because Adult 1 was allowing us into her private and safe space. Koprowska (2005) exclaims the importance of first impressions between the professional and the individual is vital for a working relationship to succeed, and being courteous demonstrates respect towards the individual and their home. Adult 1 asked for us to sit at the table due to her physical health she found this space more comfortable. Adult 1 has a diagnosis of Anxiety and had stated how anxious she was feeling, I assured Adult 1 to take her time and advised we could go at her pace. Being able to listen to individual’s thoughts and feelings as well as the significance they attach to certain events, is a necessary component of effective communication (Trevithick, 2000). I explained to Adult 1 I would be taking notes on a What Matters form and explained what A What Matters conversation is and why it is used. Social Care Wales (2025) describes A What Matters conversation as a focused discussion interlinked to an assessment process, between a professional and an individual in offering a skilful approach to working with individuals to identify their current circumstances, level of wellbeing, and what can be done to support and promote the individual’s resilience and wellbeing further. However, James and Clements (2017, p.2) “suggest that it is equally important to emphasize that Local Authorities have not been given a duty to have ‘a what matters conversation’ but to access those who are eligible for an assessment”. Nevertheless, Part 3 Code of Practice, Social Services and Wellbeing (Wales) Act (2014) demonstrates that professionals must act in conformity through collaboratively working with individuals by identifying what matters to them whilst recognising their strengths and capabilities. Through using my communication skills of being open and honest and explaining the process in the introduction phase, can enable Adult 1 to understand my role and to build trust. Gaining an individual's trust during the introduction phase may take longer for some than for others and the lives of those who seek assistance may be laden down by distrust, scepticism, and fear and for a practitioner developing trust is an essential duty (Higham, 2019).

Throughout the appointment I tried to take minimal notes and keep eye contact as much as possible to ensure Adult 1 I was focused on engaging in what she was saying rather than continuously looking down to write. I kept my body language open and nodded throughout the appointment and smiled when I felt was appropriate. According to Karimova and Khamrayeva (2024, p.143) It was Albert Mehrabian who theorised that nonverbal communication, such as tone of voice and facial expression collectively, make up 93 % of all communication. Furthermore, Natyavidushi (2011) highlighted that as rich and intricate as any language nonverbal gestural, or body communication arranges basic and meaningless elements into meaningful ones. I found that Adult 1 had become more relaxed as her appointment continued and it was evident through her sharing she was feeling less anxious. I wanted Adult 1 to continue to feel comfortable and feel like she could be open and honest, and she was not being judged for sharing her personal experiences. To ensure Adult 1 felt she was being listened to when sharing her personal experiences, I utilized my active listening skills by referring to key points she was discussing and interlacing paraphrasing skills through asking her questions about what she had shared. Research by Weger Jr et al (2010) exclaims that paraphrasing is a component built around active listening and emphatic listening and through paraphrasing an individual’s words it demonstrates that the listener has comprehended what the individual is attempting to say, which can validate the individual’s experience as valid and valuable. I found that using these skills collectively had yielded Adult 1 to be open through sharing what she had and was continuing to experience in her life. 

I felt that the conversation flowed well with Adult 1, rather than reading how the questions were set out on the What Matters form I adapted the questions using a strengths-based approach. Foot and Hopkins (2010, p. 402) define a strengths-based approach as “It postulates that interventions must be focussed on clients’ competencies and the resources at their disposal or accessible to them. Clients are considered to be the ‘experts’ in their situation, and practitioners as partners whose theoretical and technical knowledge must be used to help them, particularly by empowering clients rather than labelling them”. Adopting this approach whilst interlinking my communication skills of asking open ended questions, enabled Adult 1 to recognise her strengths and her as the expert of her life, and what further support she needs to manage her accommodation and mental wellbeing. According to Trevithick (2009) through implementing open-ended questions, individuals are provided further opportunities to express themselves which results to a more detailed response. 

Word count - 1,427


1300 (+/- 10%: include your actual word count at the end of each section).









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.

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

	Yes.



Yes.

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

	Yes – ish Confusion over different roles. 

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

	Yes.

	  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 
Felt confident.



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

	Didn’t know what to expect. 

	Are there any other comments or suggestions that you would like to make?
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