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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:  _ _ _8th June 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).

4 is a 74-year-old lady, living on her own in a semidetached house in a rural area. A referral was made by A’s daughter requesting an urgent review of 4’s care package. 4 experienced a stroke in 2018 which caused her to lose her ability to talk. With intensive rehab 4 returned home, however her ability to verbally communicate continues to be impaired. 4 can answer yes, no questions but is unable to speak in sentences. She uses hand and facial gestures to try and communicate. 4 can become very distressed if people cannot understand what she is trying to say. She is reliant on her daughter to advocate on her behalf and previous notes on our system requests that initial contact is made with 4’s daughter. I contacted 4’s daughter via telephone prior to visiting to carry out a COVID risk assessment which is in line with the local authorities covid guidance. I requested that 4’s daughter gain her mother’s consent for the observation to take place and she contacted me the next day informing me that 4 was happy for my colleague to attend the visit with me. Previous assessment noted that 4’s preferred language was English. I confirmed this with 4’s daughter during our telephone conversation. Had 4’s preferred language been Welsh I would have undertaken the assessment in Welsh to ensure that I worked in line with ‘more than just words’ which has placed a duty on social workers to actively offer and deliver services through the medium of Welsh. 
Before selecting 4 as the service user for my observation I considered 4’s cognitive ability and her ability to consent. I also considered whether the observation would have a negative impact on 4 and the assessment process. Following my perusal of her previous case notes and my discussions with her daughter I felt it was appropriate for the observation to take place.  
(316 words)












	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).

For this essay I will critically reflect on my communication methods and the skills I used during the observation and discussing how I identified that I had the necessary communication skills to work with chosen service user. 

Prior to the observation I contacted 1’s daughter to arrange the visit and gained her consent for the observation to be undertaken. I also undertook a COVID-19 risk assessment ensuring I was working in line with COVID-19 guidance. I explained the purpose of the observation and she consented for it to take place. Previous assessments noted that 1’s chosen language was English. 
Prior to selecting 1 as the service user for my observation I considered her cognition and her ability to consent to the observation I also considered whether the observation would have a negative impact on 1 and the assessment process. Following my perusal of her case notes and my discussion with 1’s daughter I felt that it was appropriate for the observation to take place and agreed with her daughter that I would stop the assessment immediately if 1 become upset.

The visit was undertaken during a time where we continued to have restrictions in place due to the COVID-19 pandemic. Coronavirus Act 2020 was brought in on the 27th March 2020,  the Act stated that local authorities in Wales did not have to comply with certain duties in relation to meeting needs, and carrying out assessments, under the Social Services and Well-being (Wales) Act 2014 (www.gov.wales). One of the changes to how we carry out assessments during this time was the need to wear personal protective equipment which included a face mask, mask wearing in my opinion acted as a barrier to communication. As I was aware that 1 had communication difficulties, I sourced a clear visor prior to the visit to ensure that 1 could see my whole face during the assessment, this ensured that I adhered to guidelines, ensuring that wearing a mask did not impact negatively on 1 and her assessment (basw.co.uk) 

On arrival at 1’s home, I introduced myself and my observer and confirmed with 1 that she was happy for the visit to continue and for the visit to be observed. 1 happily agreed to this and I also confirmed with 1 that her preferred language was English ensuring that I conformed with ‘the active offer’. The Welsh Language Measures 2011 places a requirement on local authorities to provide bilingual services. The publication of the framework ‘more than just words’ has placed a duty on social workers to actively offer and deliver services though the medium of Welsh. Although 1 was not a Welsh speaker I needed to consider the impact other factors living in Wales could have on 1 such as the availability of care provision from living in a rural area. 

I was aware that 1 had communication difficulties following a stroke she had in 2018. I asked 1 where she wanted us to sit and she gestured to a sofa that was directly opposite her chair, I was mindful of the power imbalance during the visit and ensured that she was happy with my seating position, (Tew, 2003). Being able to sit opposite 1 I was able to maintain good eye contact with her ensuring that I was able to see her clearly as due to her communication difficulties I was aware of the importance of observing her body language and facial expressions. 

Smale, Tulson and Statham emphasise that social workers must strive to engage with service users and see a relationship based on an exchange of information and although I am mindful that I do not share personal information about myself I do feel that it is important to build a good rapport with the service user at the beginning of the assessment. I feel that this helps puts them at ease and enables more open conversation (Davies, M 2013). 

I wanted to ensure that 1 felt comfortable and at ease so I firstly asked her if she was feeling well and she nodded enthusiastically and stated ‘yes. I referred to her photos that she had surrounding her, and she gestured at her daughter who told us they were photos of her grandchildren with 1 responding ‘yes’ with a big smile. I explained to 1 the purpose of my visit and advised that I was there to undertake a reassessment of her care needs and to review her current care package at the request of her daughter and 1 nodded and I asked if she was happy to continue and she stated ‘yes’. 

It is my usual practice when undertaking an assessment is to ask open ended questions which encourages the service user to provide more detailed replies to however due to 1’s communication difficulties she is only able to answer yes and no so therefore I needed to ensure that questions asked allowed her to reply therefore utilising closed questions and repeating to ensure I understood correctly. I am mindful that closed ended questions have a limited set of possible answers. This can seem counterintuitive and less empowering, taking away choice, however, as this was her only form of ‘verbal’ communication I felt it imperative to study and weigh her tone, facial expressions and body language. 

I asked 1 if she was happy with the carers that were providing support and answered ‘yes’ but her daughter answered over her stating that they were not happy, I looked to 1 and she was shaking her head and gesturing at her daughter. I asked if she  was happy for her daughter to explain why she wasn’t happy and she nodded yes. 1’s daughter advised that she was not happy with the times of the calls as they don’t call at the times they have agreed. 1’s daughter stated that she wanted a new provider, and this caused 1 to become very emotional and she began shouting ‘no, no, no’ and waving her arms. I tried to reassure 1 and wanted to provide her with the opportunity to voice her opinion on the care she was in receipt to ensure her voice was being heard. This ensured that I worked in line with the Code of Professional Practice and The Social Services and Wellbeing (Wales) Act 2014 (SSWBA). 

At times during the assessment, it was difficult to maintain 1’ central’ to the conversation as her daughter continued to be quite vocal with her opinion and it seemed to differ from the opinion of her mother but due to her communication difficulties, she found it difficult to get her point across which she found very difficult, and it was apparent that at times she felt very discouraged from expressing her views.

A quote that has stayed with me since I read it during my social work training ‘is the skill and effort that we put into our clinical communication does make an indelible impression on our patients, their families, and their friends. If we do it badly, they may never forgive us; if we do it well, they may never forget us’ (Anderson, S, 2004). I feel that it is so important to ensure that the service users voice is heard and more importantly they feel heard by me. Throughout the visit with 1 I aimed to gain her wishes and feelings and by taking my time to ask relevant questions that needed a yes or no answer. I felt that I was able to provide 1 with the opportunity to voice her opinions and although her daughter wasn’t happy with the outcome that the care provider would not change, 1 was more than happy with this as although she acknowledged that the times of the calls were not to her satisfaction she had built a good rapport with the staff who knew her needs well and did not want to lose this. 

I feel that during the assessment I ensured I embraced a person-centred approach, adapting my communication methods and assessment methods to suit 1’s needs, in doing so I ensured that her views were respected and that I ensured that I promoted her rights and interests (Social Care Wales, 2017). 

To end the visit, I recapped our discussion and asked 1’s daughter if she had any questions. I ensured that 1 was happy with the outcome of this visit and she nodded and smiled at me. I advised that my observer would remain with them for a few minutes to gain feedback in relation to my practice, they were agreeable, and I left the property after thanking them for their time. 
Word Count 1429









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?

	She was on time.  We pre-arranged the best time and date to suit. 

Mrs A - 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, she asked permission during the initial phone call.  She explained that she was a student and needed to be observed.  She also recapped on this on arrival to the visit.


Mrs A - YES

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

	Yes, to review the care package. 

Mrs A - YES

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

	I think she was well prepared. She has a good understanding of our situation and the fact she has ‘met with mum previously makes a good difference’. She had a copy of the current care plan to make reference to. 

Mrs A – nodded her head and smiled

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

	I know we have discussed issues today, ‘I’m sorry if I’ve come across too harsh’ but I do feel Bethan has listened to my concerns but also mums wish to keep the carers in place.  I feel better now for being listened to and that we have a plan. 

Mrs A – OH YES!!

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

	Yes she spoke clearly in a way we both understood. Language was considered, she knew this from prior involvement.  

Mrs A - YES



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

	‘I’m not sure what I expected but I feel very relieved.  I had concerns that I wanted to raise, and I feel these have been taken onboard and we can now move forward’. 

Mrs A - YES

	Are there any other comments or suggestions that you would like to make?
	‘Please thank Bethan for her support throughout the past few months.  We are happy with today’s visit and feel she did really well’. 


When asking Mrs A if she was happy with todays outcome she said ‘YES’ and nodded her head. 

When asking Mrs A if she was happy with Bethan’s input she shouted ‘OOOOO YES YES YES’ 
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