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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:  _ 4th July 2023_ _ _ _ 

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).

Person one is a Caucasian Welsh female in her 60’s. She lives in supported living in a rural and deprived area of Wales. Supported living in Wales or supported accommodation bring together housing with support services to help individuals live as independently as possible. (Dewis, 2023).  There are challenges facing people who live in supported living in rural areas, cultural or social differences, stigma, from limited transport links, lack of amenities and access to services such as hospitals. Also, environmental impacts from flooding to icy roads preventing transport links and access. Poverty is another issue, people that live within these communities often must travel to seek paid work and have less opportunities compared to larger cities (RHIhub, 2022). Person one speaks English as her preferred language. I offered a service in Welsh, an ‘Active offer’, which means providing a service in Welsh without Person one having to ask for it (Welsh Government, 2019). Person one declined and said they did not speak or communicate in Welsh.
Person one has been discharged by the Community Mental Health Team (CMHT) and transferred over to me to review under Social Services Well-Being (Wales) Act 2014. To gain consent, I met with Person one in her home, I asked if it would be okay for me to complete this direct observation and for me to bring my manager to observe me. I explained the purpose of this observation. I considered the impact of the observation but felt that Person one was in a settled place to complete this observation, with minimal impact. Looking at Person one’s relaxed, calm body language I could see that she was comfortable to agree. Commenting, “I look forward to it, I don’t mind at all”. I have met with Person one on several occasions and we have built up a decent professional rapport and working relationship. Beckett and Horner (2006) tell us that positive rapport and change comes through relationships and building on these relationships over time. 




	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).

On the day of the observation, we were unfortunately late, my manager and I arrived separately. I went upstairs to meet Person one and advised that I am here, I am just waiting for my manager. When looking at Person one I could see she did look visibly anxious and a little worried. I asked her if everything was okay, she responded by saying, “Yes, I’m fine”. I apologised for waiting outside and being late. I tried to ease the tension by saying, maybe my manager has got lost driving here, but Person one’s body language was not so relaxed. On reflection, I think it would be better practice if we attended on time and my manager and I arrived together, but I am pleased that I recognised and acknowledged the lateness with Person one. More preparation and consideration were needed to ensure we were on time and arrived together. To prevent any uneasiness or uncertainty for Person one. 
We arrived and I introduced myself, again, and introduced my manager. Person one invited us into her home where we both sat down in the living room. This is where I usually sit and meet with Person one, so I felt this was the most sensible option to reduce any potential anxiety with this observation. I am aware that some people prefer a service in Welsh because they can express themselves better than if they were to communicate in English. Making an ‘Active Offer’ means not making assumptions that all Welsh speakers prefer to communicate in English. I was aware Person one did not speak Welsh. In the More Than Just Words, a strategic framework from the Welsh Government’s, the aim is to strengthen Welsh language delivery in social care, in Wales and offer a service in Welsh.
Once we were all sat down, I asked Person one, how are you? Person one responded by saying, “I’m fine.” In reflection, I could have asked a different question and said, “what have you been up to today?”. I recognised Person one’s discomfort, I followed up by saying, “I know in the past there have been some issues with another resident making you feel uncomfortable, telling you, you had to move out because they were moving out, and rumours were going around that mental health services were trying to get people to move on, but this is not the case.” Thankfully I was correct in my assessment of the situation and highlights how I am using active listening techniques and was self-aware during that time. As I have informed Person one previously, they are not moving on and I know they are very happy and settled here. Instantly Person one’s body language and posture changed. Person one smiled and said, “I am glad. I was worried that you were going to ask me to move with your manager coming”. In reflection, I should have reiterated my role, my manager’s role and focused on why the observation was taking place. Instead, Person one was worried that something else was going to happen because of a previous bad experience. My manager intervened and said we are not here for that; I am here to observe Andrew. Straight away, Person one started laughing and said, “that’s a relief”. I reflected on a time when Person one was very anxious, during this time she thought she would have to move and leave her current home. From my point of view, this demonstrated sensitivity to the setting that my manager being there may have triggered some thoughts for Person one. I was aware that not long ago it was a difficult time in the supported living complex, a couple of residents were moving on and not being very sensitive to other residents who were staying. This conversation helped build rapport for the rest of the observation and I could tell Person one was more relaxed and willing to participate. I felt I had to change my approach to address past worries, which had resurfaced during this observation. Although Person one did not say she was anxious or worried. I could pick up on non-verbal communication through facial expression, eye contact and her posture. I was also self-aware of the situation and attending that day with my manager, this is called self-awareness. Experts define self-awareness as, “The process of getting to know your feelings, attitudes and values” (Wilshiere, 2021). An important feature of self-awareness is being aware of how Person one may perceive me. (Koprowska, 2005).
Considering the impact on moving out, this would have a massive impact and likely the impact would be negative. I reflect that Person one has stayed in this support living complex, now her home for 11 years. Person one has an excellent rapport with staff and is doing very well in terms of daily living activities and overall does not want to move and made this abundantly clear when we first met. A personal achievement for Person one is moving on from secondary mental health services to now working with me in the local authority through the Social Services and Wellbeing Act 2014. Community Mental Health Teams (CMHTs) work to help people with complex mental health conditions. (NHS 111 Wales, 2023). Now Person one is well, settled, independent and able to manage day to day. Although Person one still requires ongoing support. On reflection the thoughts and fear of being moved on were still there and something that I cannot forget and need to take into consideration when I communicate with Person one.
When I always meet with Person one, we discuss all matters relating to her daily care plan and establish that she is receiving all the required support. However, Person one said she has nothing to do with her care plan and this is not kept in her home, this is locked away in the office. Although she is very happy with everything, I wanted to see the care plan and go through it with her. I felt bad that the care plan was not available, especially in the presence of my manager. Future learning for me will be to ensure the care plan is always accessible and I should work towards involving Person one to be more involved in the care plan, to be able to discuss her needs. As a Social Worker, I am responsible for making sure that I work to the standards in the Code of Professional Practice for Social Care, in Wales (Social Care Wales, 2017). Section 3 describes how working with Person one to maximise their well-being and active participation is important. Specifically, how I must promote Person one’s well-being, voice and control while supporting them to stay safe. A care plan is an important step to ensure this is being achieved. One of the fundamental principles of Social Services Well-Being (Wales) Act 2014 is co-production, through encouraging Person one to become more involved in the development of her support, specifically her care plan. Another important principle is voice and control putting Person one’s specific needs are at the centre of the care plan. They are giving every opportunity to have a say and control to amend the care plan, to help them achieve their agreed outcomes. A person-centred approach is a way to recognise the individuality of Person one and to ensure this is at the foundation of the development of the care plan (WJEC, 2020).









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 social worker was on time. However, the observer was running late. The social worker contacted the observer to confirm their attendance.  

	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

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

	The social worker discussed the observation during supervision and prior to the meeting on an informal basis. There was a discussion regarding the selection of the individual to ensure the person chosen was willing. We also discussed the appropriateness of the person participating and they had been fully briefed regarding the process and they were comfortable to attend. The service user informed the observer they had been informed by the social worker what was going to happened during the meeting and the purpose of the observation.    

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

	The service user informed the observer they could communicate their needs to the social worker. They felt the social worker listened to what was being discussed and understood their current circumstances from the plans they had made to travel abroad to visit family. 

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

	The service user informed the observer the social worker used language appropriately and they understood clearly details of the conversations. The service user informed the observer the social worker did consider their language needs which was in the form of spoken English.  



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

	Yes. The social worker gathered information from the service user regarding their trip abroad. The social worker made suggestions to the service user for travel and ensuing the service user was clear regarding the arrangements for the trip. Confirming travel times and dates for starting the journey and return.  

	Are there any other comments or suggestions that you would like to make?
	The service user commented how much they looked forward to the social workers visits to their flat. 
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