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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:  07/05/2026 

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 objective of this observation was to share a review child protection case conference report with a single mother, 1 concerning her infant daughter, 2. This was undertaken in line with Wales Safeguarding Procedures, that practitioners’ reports should be shared face-to-face with children and families where appropriate (Social Care Wales, 2026a). 

2 came to the Local Authority’s attention pre-birth due to historical safeguarding concerns. 1’s two older children had previously been removed from her care following concerns of neglectful parenting. 2 was placed on the child protection register at birth and a legal planning meeting determined that 2 should remain in 1’s care, subject to Letter Before Proceedings under the Public Law Outline (Courts and Tribunals Judiciary 2026; Justice 2021). By the time of the observation, pre-proceedings period had ended following 1 having demonstrated, through a parenting assessment and ongoing professional involvement, her ability to meet 2’s care, developmental and safety needs. 

The family live in a rural Welsh village with a predominately Welsh speaking population. Welsh is 1’s first language and the language she uses with 2 and with wider family. The objective was undertaken within the legislative framework of the Social Services and Well-being (Wales) Act 2014 and the Wales Safeguarding Procedures (Social Care Wales, 2026b). Consistent with the Welsh Government’s Active Offer (2015), communication was provided in accordance with 1’s language preferences to promote participation and reduce barriers to engagement. 

During statutory home visits and a telephone call prior to the observation, I sought 1’s informed consent for my practice to be observed. I explained the observer’s role, the purpose of the observation in supporting my professional development and clarified that she was not being observed. I considered that the presence of an additional professional could increase anxiety and potentially affect engagement. This was mitigated through prior discussion, reassurance, voluntary agreement and our established working relationship. Consideration was also given to 2’s comfort, welfare and daily routine throughout the observation. 

(323 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).


Through previous application of the Active Offer, I had established 1’s preferred communication methods at the beginning of my involvement. I did this by following the ‘More than Just Words’ framework that puts emphasis on creating a change in culture that takes the responsibility off service users to ask for a service through the medium of Welsh (Welsh Government, 2015). By using the Active Offer, I asked 1 what her preferred language is and acted on it to ensure that she felt empowered and more comfortable discussing personal and emotional matters in her chosen language, to ensure a quality service was delivered. I also wore a ‘working Welsh’ lanyard to identify myself as a Welsh speaker. I understood that whilst 1 generally prefers verbal communication in Welsh, she prefers written reports in English. Being bilingual, I was able to uphold 1’s wishes by using both Welsh and English to support her understanding, participation, cultural identity and linguistic needs by speaking to her generally through Welsh and presenting my report through English. By doing this I followed section 1 of the Code of Professional Practice (COPP) (Social Care Wales, 2026c) and Part 1(2)(f) of The Welsh Language (Wales) Measure 2011; ‘the freedom of persons wishing to use the Welsh language to do so with one another’. This enactment delivers a standard whereby the Welsh and English languages are to be treated based on equality in connection with delivering services (Part 1(3)(e)(i)), promoting a person-centred style of working.  

Research suggests that effective communication and collaboration is crucial for a service user’s positive engagement with social work practice (Weinstein, Wittington and Leiba, 2023; Mantell, 2009; Price, 2009). It enables practitioners to build trust, promote participation and gain a comprehensive understanding of individual strengths, experiences and needs. Professionals having poor interpersonal skills are identified factors that can contribute to the lack of engagement of individuals who are in need of care and support and/or their carers, placing emphasis on the importance of relationship building through adapting good communication skills (Moilanen et al., 2026). A significant aspect of my involvement pre-observation with 1 had been identified as the need to focus on building a positive working relationship through good communication methods given 1 viewed herself to have had negative experiences of social work involvement in the past. This demonstrates that person-centred working is not only about language preferences but that building rapport and developing trust by communicating in honest, clear and open ways about any concerns and aims of interventions is also needed to sustain a quality relationship focused on positive change (Mantell, 2009). Being reliable and dependable by doing what has been agreed are also imperative actions that were followed by me under Section 2 of the COPP (Social Care Wales, 2026c). 

O’Leary, Tsui and Ruch (2014) report that the skill of balancing professional boundaries cannot be underestimated given the complexity of a social worker’s intention to prioritise connection and develop quality relationship to promote positive outcomes over disengagement. Throughout my practice, I ensured that ethical standards were adhered too in line with the seven sections of the COPP (Social Care Wales, 2026c) and that the welfare of the child was of my paramount consideration under part 1(1) of the Children Act, 1989. 
Prior to the observation, I explored with 1 what her preferences were in relation to where the observation would take place, promoting her voice, choice and control, section 3 of the COPP (Social Care Wales, 2026c). 1 preferred that the observation was undertaken at the family home. This supported more natural conversations given 1 and 2 were not taken out of their own familiar and comfortable setting and it avoided 2’s routine from being unnecessarily disrupted. I ensured that 1 was provided with the flexibility of being able to attend to 2’s needs during the observation, encouraging the need to take pauses for 1 to change 2’s nappy and meet her needs. This demonstrated my ability to respond flexibly to real life events and still be able to carry out the objective of the observation. The observation highlighted the importance of adapting my communication style according to the needs of those present. Although 2 was not involved in discussion given her age, consideration was given to her needs.

At the start of the observation, I reviewed with 1 what her and 2’s circumstances were since my last statutory visit. I used active listening skills to provide 1 with a sense of validation that her and 2’s lived experiences and feelings were being listened too. My interaction was both friendly attempting to make 1 feel that she was meeting with a real person and not a professional persona to foster better engagement (Mantell, 2009) and assertive in expressing my professional judgement and the contents of my written report without being aggressive or inflicting power dynamics. I attempted to minimise power imbalances by continuously providing 1 with opportunities to be an active participant in conversation rather than being a passive recipient of information. I undertook an empathetic style of working, providing 1 with a safe and non-judgemental space to allow any differing views when addressing the review case conference report to be expressed openly. I attempted to ensure that my understanding of events was informed by the family’s lived experiences rather than my own interpretation, viewing 1 as an expert in her own life. Active listening skills were used by maintaining appropriate eye contact, adopting an open posture, maintaining pace in conversation, adjusting tone of voice when speaking to 1 and interacting with 2. Clear language was used and the use of professional jargon was avoided as I am aware that social work terminology can create barriers to participation if individuals are unfamiliar with it. 

A key strength of my communication during the observation was my ability to adopt person-centred and strengths-based approach. I encouraged 1 to share her views in line with section 3 of the core social work values of providing respect, dignity, voice and empowerment to those in need of care and support (Social Care Wales, 2026c). I did this by acknowledging with 1 what her strengths are and we reflected together how far she has come since her previous two children were removed from her care, with 1 providing good insight into her circumstances. I also followed code 3 of the COPP by ensuring that 1 was involved in decision making in her and 2’s life.  Whilst my review case conference report was recommending de-registration from the child protection register, I was also recommending a further period of Local Authority involvement under a step-down, Care and Support plan (Social Service and Well-being (Wales) Act 2014).  This was because of 1’s on-going vulnerability involving neighbour disputes. I balanced the potential for future risks exposed to 1 and 2 with the family rights and personal choices. I clearly explained to 1 my reasons for proposing Care and Support involvement and explained that Care and Support is voluntary. Research suggests that the likelihood of parents consenting to care and support involvement is highly variable and primarily depends on their trust in practitioners (Aarthun, Oymar and Akerjordet, 2018). Upon reflection, I believe that the way I communicated pre and during the observation with 1 was successful, with her agreeing to a further period of Care and Support involvement. 

I have become increasingly aware that language is more than just a simple tool for communication (Gazzola, Templin and Wickstorm, 2018). It can influence how a person is perceived and how they perceive themselves within social work involvement. The impact of using 1’s preferred language in developing a relationship was crucial, as 1’s, identity and comfort were prioritised throughout, in turn influencing better engagement. Understanding this has changed my practice for the better, as I have become more deliberate about recognising a person’s language preferences as a strength, being respectful of it and delivering person-centred language. A challenge for me was recognising that, although I may understand the professional meaning behind certain language such as ‘risk’, ‘concern’, ‘child protection’, ‘care and support’, 1 may interpret it differently. These words can feel blaming and/or threatening. In future, I will seek to create greater opportunities for families to share their own understanding and perspectives rather than allowing professional terminology to dominate parts of conversations, supporting a more collaborative approach. 
Overall, my communication skills were positively evidenced through observation and feedback, which described me as open, honest and ‘straight’ throughout my involvement. I communicated risks and concerns clearly from the outset and explained what changes were needed to improve circumstances and strengthen parenting capacity, supporting meaningful progress. 

(1,429 words).












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, and we arrived at the family home together.

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

	Yes, the Social Worker explained to me during her last visit that she would be bringing someone with her. She explained the purpose of the observation and that it was not me that was being observed but her and how she was communicating etc with me. She also rang me during the week to remind me that she was bringing someone with her to do the observation. I said that I was ok with this.
You both asked me again today if I was ok with the observation and as you know, I did not mind.

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

	Yes, we’ve discussed before the case conference next week and the possible outcomes. She was bringing her report with her today to show me and discuss what might be the outcome. 

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

	I think she had prepared and had also written the Case Conference report. She knows that I’m nervous about the meeting.

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

	The Social Worker has been straight with me from the start about what the concerns are and how/ what I could do to make things better. This has helped me grow in confidence and I take on board the Social Worker and Health Visitors advice.
I did not feel I could trust Social Workers after previous experiences with my two children, but I’ve gradually learnt to also be straight with my social worker, and I can approach her about various things.

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

	Yes, she speaks to me in normal Welsh, no jargon and if I don’t understand something, I feel I can ask her.

We speak Welsh but I prefer the reports to be in English.



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

	The Social Worker did what she said she’d do, we went through the report and the possible outcomes, either de reg with Care and Support or possibly continued registration, depending on what others think in the meeting next week.

	Are there any other comments or suggestions that you would like to make?
	No.
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