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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:  _ _17/03/2022 _ _ _ _ _ _ _ _ 

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 purpose of this engagement was to introduce myself ‘face to face’ as the family’s newly allocated Social Worker and to review the current care and support plan. The family have been open to the service for many years and regularly receives support. Linking this directly to legislation as outlined in the Social Services and Wellbeing (Wales) Act, the local authority has a duty to carry out a needs assessment which would seek to identify daily outcomes that would support the provision of care and support and highlight any barriers which impact the individual when striving to achieve these outcomes (SSWWA, 2014).  

The visit took place at the family home. Present was the child’s mother (1) and her eldest daughter. (3) whom we were there to discuss was out receiving support sessions and therefore absent from the meeting. (1) and I agreed that this would give her a better opportunity to be open/honest with me about any barriers or issues present. The family are from a white Welsh working-class background, living in a predominantly rural Welsh community. On offering the ‘Active Offer,’ the mother has asked to continue our engagement in English which is her chosen language and to receive all documentation and correspondence in English. 

Because of the pandemic, I have spoken with the child’s mother (1) on several occasions offering support/advice (XXX Council, 2019). However, as COVID-19 restrictions eased, I felt it would be more person-centred if we were to meet in person. Consent for the observation and feedback was acquired during a telephone conversation before the initial visit. 

When considering the impact of this observation on (3) and his carer, it would reflect the level of care and support necessary to ensure (3)’s outcomes are met and the level of resources available to them to achieve these outcomes. I acknowledge that it must have been a stressful situation for (1) having only just met me and having my colleague there observing during the visit while also undertaking the assessment process. 
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	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).


Within this assignment, I will critically reflect on the communication skills and methods I used during my observed practice. This will show how the person-centred focus of my Social Work values was central to my engagement with the family and how this was applied within my practice during the observation. While also demonstrating my ability to work to the individual's linguistic, communicational, and cultural needs.  

In preparation for my engagement, I read the updated information and involvement of all other professionals to ensure my knowledge of the identified outcomes and case information was up to date and accurate. I felt I had prepared well for my engagement and understood the child and family's needs before the visit. This allowed me to effectively keep the conversations fluid during the meeting, which I believe made (1) feel more at ease and reduced the necessity for (1) to repeat herself to a new worker. First impressions do count when undertaking initial engagement with individuals seeking support, that some individuals may already have a preconceived idea of what Social Workers represent, which may be influenced by friends/family, their community, or the media, or they might have already had a positive/negative experience themselves with Social Workers in the past (Koprowska, 2008).

One key aspect of creating a solid foundation for effective communication with individuals in need of support is the importance for the individual to communicate in a way that is familiar and comfortable to them. In Wales, the 'More than Just Words' strategic framework recognises language as a fundamental part of care. Therefore, it is essential to ensure that individuals feel comfortable expressing their needs when sharing personal and emotional aspects of their lives (Welsh Government, 2015). In Wales, this is delivered through the 'Active Offer', which relates to the importance of social workers providing a service through the individuals' chosen language when engaging with them by asking them which language they prefer (Social Care Wales, 2015). Linking this to my practice, I was aware that the family were local to Wales and had previously conversed with their previous Social Worker in English. The documentation was also provided in English. However, during my engagement, I reconfirmed with the child's mother if she wished to continue to converse in English and made her aware that I am bilingual if she felt more comfortable conversing in Welsh, thus implementing the active offer.  

Throughout my engagement, I practised effective communication skills to ensure I understood the context and emotions behind what (1) was sharing with me. Using active listening and clarification techniques, I could check if I truly heard and understood what (1) was telling me. Active listening skills are an integral part of communication and collaborative working in Social Work. Active listening skills consist of understanding and hearing beyond the words an individual is simply saying, informally known as 'reading between the lines'. These skills include being fully present and focusing on the conversation, holding good eye contact, tactful use of open-ended questions to encourage further discussions, withholding an immediate response, thus not interrupting the individuals flow of conversation and responding to/and with body language ques (Beesley, Watts and Harrison, 2017). These skills ensure that professionals focus their practice on the individual through a person-centred approach. Some key values with health and social care when considering person-centred approaches are; respecting the person's own identity, needs and choices. Promoting independence and empowering that individual to be as inpainting as possible, respecting the individual's right to privacy and boundaries, ensuring the individual's dignity is upheld and respected and working in partnership (Social Care Wales, 2017).  
 
When discussing sensitive subjects such as the involvement of (3) 's father in his care, I was cautious that this might have been upsetting or triggering for (1) having to be open and honest with me as an unfamiliar person in her life and my colleague who was also present observing. (1) appeared comfortable discussing this matter, but I clarified if she was happy to discuss it. Linking this to s2 of the Social Work Code of Professional and Ethical practice, I feel I conducted this sensitive subject well, ensuring to acknowledge her possible discomfort and explaining that the information shared would only be divulged to other professionals if it was necessary to do so and in discussion with (1) herself beforehand (Social Care Wales, 2017). I used my emotional intelligence skills by assessing (1) body language through the expressions on her face and her reaction to specific questions. Professional who incorporates body language with verbal communication can enhance the interpersonal interaction between one individual to another. The use of non-verbal communication when regulating and mediating relationships can influence the individual's perception of an event or interaction (Gabbott & Hogg, 2001). (1) was very reciprocate to this. I could see during our discussion that, on occasion, she would tilt her head or take pause before considering her answer. This indicated that I had used too much formal/professional language and would take the opportunity to re-phrase the question. However, I believe, as we had already formed a good working relationship over the previous months, that she was comfortable enough to ask me to re-phrase or re-iterate a question when I became too formal or using social work 'jargon' which she did on more than one occasion during this interaction. I now recognise the need to develop this skill in my future practice experiences and better see non-verbal communication styles in others. 
  
I was mindful that (3) was not present at the time of this engagement and explained to his mother that I would like to speak to him during my next visit to gain his wishes and feelings in relation to the planning of his own care and support package. Although in hindsight, (3) could have been part of the conversation, it would have been a more child-focused approach. He would have had the opportunity to be a part of the initial introductory process. However, given that the case was new to me, I felt it necessary to have the initial discussion with (3) 's mother, allowing her a free and safe environment to share any immediate concerns or issues they may be experiencing. Ruch (2018) emphasises the importance of carers in the planning process as they are also affected by the outcomes set within planning meetings and often need support through working closely with professionals to ensure their own and others' well-being is maintained and met. This is further emphasised through the introduction of the Carers Act (2004) and, more relevantly, in Wales by the Social Services and Well-being Act 2014. Kaiser, Hester and McDuffie (2001) expand on this stating that the interaction between a child and their carers giver in conversation and the correlation between the quality and quantity of the parent's input during these interactions are essential to the child's own language development, understanding of the planning process where communication is vital when conveying their own thoughts, feeling and opinions which are pivotal to the child's overall development; socially, communicatively and as their own person. If given the opportunity again, I would involve children in the initial discussion to ensure that I uphold a child-centred approach in the future.  
 
 To conclude, I have critically reflected on the communication methods and skills used during an observed practice piece during an arranged visit, where I worked directly with an individual's carer who was in need of care and support. I have demonstrated my ability to work to the individual's own linguistic, communicational, and cultural needs and critically critiqued the methods and skills I used, acknowledging both positive aspects of the practice and areas needing further development within my future learning and practice needs.
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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, the social worker was on 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, when she phoned me to arrange the visit, she asked for my consent to have an observer present.
She gave a full explanation why she had to be observed.

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

	Yes, I am clear as to why the social worker met with me.  She is a new worker for us, and she wanted to gather information on my child and my family.  

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

	She was very well prepared.  She had a list of questions and notes to help her.   

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

	She listened – she was focused, nodding and writing down things.  She understood what I was trying to say and if she hadn’t quite got it I felt comfortable to challenge and correct her.

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

	Yes, she did talk in a way I understood.  She considered my language needs asking if I wanted anything in Welsh.





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

	She met my expectations.  I wasn’t worried about the visit.  

	Are there any other comments or suggestions that you would like to make?
	No other comments.  I’m very happy with everything.  She clearly understood the next steps that need to be taken.
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