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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:  _ _ _ _ _ _03/04/2024  _ _ _ _ _ _ _ 

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 the social work visit was to review Person 1’s Care and Support plan in accordance with the Social Service and Wellbeing (Wales) Act 2014 s.54 (SSWBA. 2014) The individual had been receiving support with maintaining home conditions and tenancy due to hoarding tendencies. The individual found it difficult to dispose of items but equally feared that her landlord would evict her if circumstances did not change adding to the cycle that the home conditions negatively impacting on her mental health and their mental health suffering due to the poor home conditions (Sekhon and Leontiva, 2023).  
Person 1 is a 69-year-old female living independently in a rural village location in Wales, 
Person 1 had moved into the area in recent years, which resulted in her not having local family support and had relied on the support of preventative services, to bolster her wellbeing. The individual also had various physical and mental health diagnosis and had been previously detained under the Mental Health Act 1983 under section 2, and continued to experience PTSD, depression and anxiety which could impact on her wellbeing, and impact on how the individual was able to participate and consent to the observation. (Association of Mental Health Providers, 2022)
To support the individual consent was gained initially by liaising via the individual’s method of choice, which was via email to her advocate, which outlined the purpose of the visit, asking permission to be observed, as well as outlining that individual had the right to decline the observation and that this would not have any impact on the outcome of the review. In order to promote participation and lower impact of the observation, a follow up call was made to reassure the individual that the advocate could be present to support, that their wishes and feelings were heard, and to ensure that consent for the observation was still valid. (Social Care Wales, Codes of Professional Practice 2017 (SCW COPP 2017)
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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).

During the observation I strived to work in a person-centred manner by considering Person 1’s communication methods. As this was a review it was documented in previous Care and Support plans that Person 1 was not a Welsh speaker, therefore all though I considered the “Active offer” this was not appropriate on this occasion (Welsh Government, 2022). However, if the individual would have been Welsh speaking, being a bilingual Welsh / English speaker, I would have been able to offer the review in the language of the individual’s choice, even if this meant it was different from previous interactions. (SCW COPP, 2017). By reviewing previous documentation, prior to the observation, this helped ensure that I met relevant standards of practice by gaining an insight into previous work undertake, which meant that I followed departmental procedures and social work law in order to undertake the review in a safe and effective way (SCW COPP, 2017).  From reviewing previous social care documentation, I was able to see that Person 1 was able to communicate her needs independently but could find new interactions or meetings overwhelming which could increase anxiety, due to her mental health diagnosis. From discussions with Person 1 prior to the observation, it was established that the individual preferred to have the support of her advocate when discussing her care and support needs, as this lessened her anxiety and helped process information, and reflect on any communication had, which supported her in being able to make informed decisions (Gardner, 2013).
Therefore, with the individual’s consent the advocate was invited to the review, in line with Social Service and Wellbeing (Wales) Act (2014 s.181). Positively having the advocate’s participation within the observation was useful for the individual to feel supported in having her voice heard as well as promoting a good working partnership between professionals as we all had the same goal of promoting the individual’s wellbeing and safety (SCW COPP, 2017), 
Conversely, this added to the complexity of the observation, as the individual’s home was a one-bedroom flat, with little room to host 4 people, especially when considering the added sensitivity of the individual’s hoarding tendencies. Consideration was given for the individual to be able to choose how individuals would sit, ensuring that she would feel comfortable in being able to participate in the review, and that the home environment did not place, the individual, or colleagues at unnecessary risk. (SCW COPP, 2017). I also considered how the individual may feel about sharing her world with 3 other individuals and the impact of not finding seating maybe having on the individual’s anxiety due to the home environment. Therefore, I tried to put the individual at ease, using verbal communication, such as making sure that my tone was sensitive and friendly, so that the individual felt comfortable enough in my presence to air their thoughts whilst also sounding confident in being able to navigate the review in a sensitive manner (Koprowska, 2008).
To help the individual feel as comfortable as possible and to aid building up trust in our relationship, (SCW COPP, 2017) I also used my own nonverbal communication, through the use of eye contact, to show that I was engaged and focused on the conversation, active listening, such as repeating and responding to the individuals’ thoughts and questions as well as being receptive to the individual’s body language and verbal communication by trying to read the cues of how they were feeling to ensure their wellbeing and active participation. (Segal, Smith, Robinson, and Boose, 2024). 
Through the use of verbal communication, I was able to gain further insight and establish that the individual wanted to make positive change to the environment but was struggling to let go of items as they were of value to her. Other significant events such as bereavement and loss of early intervention support had also impacted on how the individual was manging her environment and wellbeing. Further support had been gained but the situation had deteriorated due to the individual finding it difficult to dispose of her items. (Mulligan-Rabbitt, O'Connor Brien, 2023)
Throughout the observation being in tune with my own verbal and non-verbal style of communication was essential as was being aware of any conscious/unconscious bias I may hold due to the nature of the home environment. Although I did not feel I held any bias, towards the individual’s home environment, I was aware that subconsciously that it would be easy to be judgmental about the situation and measure the situation on what I perceived to be right or wrong. Therefore, I was aware that I needed to make sure that my facial expressions did not give signs that of emotions such as shock due there being nowhere to sit as the home was cluttered.  Having these kinds of biases could have easily been a barrier to the process and in the individual being comfortable in sharing her views and environment and ultimately in supporting the individual’s wellbeing, especially that the situation was already impacting on person 1’s mental wellbeing (Thompson, 2006).   
Whilst I was aware of unconscious / personal biases it was difficult to be completely non-judgemental about the situation as there needed to be some professional judgment in order to understand and weigh up any risk to ensure Person 1’s safety.  Therefore, I needed to consider whether the situation was of a safeguarding level, as well as establish the individual’s thoughts and goals on the situation in order to ascertain whether they understood the impact of their decision would have on the situation, whilst at the same time considering viable solutions to support any decision made (Jones, 2018, pp. 74-78).
I was aware that I needed to communicate in a fair manner in accordance with anti-oppressive, and anti-discriminatory practice, so that it supported Person 1 in making informed choices.
Therefore, I needed to use tools such as the law, for example The Mental Capacity Act, 2005, in determining whether the individual had capacity to make decisions on her living conditions and care and support, this meaning that I presumed that person 1 had capacity to make decisions as there were no signs to indicate otherwise. (Thomspon, 2006)
I was also whilst communicating able to draw upon, theories such as the recovery model and cycle of change to ascertain the individual’s current mental health presentation, their resilience with regards to preventing relapse or further hospital admittance, as well as belief that the individual can lead a full life even with a mental illness (Anthony, 1993).  Having knowledge of the where the person may be on the cycle of change also helped in identifying that this may change dependent on how the individual was feeling, and the barriers to being able to fulfil her goals. (Prochaska & DiClemente’s (1983). These tools along with using knowledge from the councils hoarding policy and Wales Safeguarding Procedures (2024) aided conversations on the risks and barriers towards change, which in turn gave the individual knowledge, and information around the impact and risks evident around hoarding behaviour, which enabled the individual to be empowered in having control over their decision making, and balance their right to be the expert in their own situation and make decisions about risk, with social work responsibility of ensuring individual and others safety. (SCW COPP, 2017).

Having had feedback from person 1, although I had felt my preparation and communication style during the observation had gone well on the whole, I will take on board the individuals’ comments on how she may have felt rushed during the process, and how this could make her feel and stressed and will take this into consideration with any future correspondence, making sure that the individual is given time to process information as we go along and checking in with her to make sure that she does not feel pressured (www.skillsforcare.org.uk, n.d.).

Word count 1305
Bottom of Form





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

	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?

	I didn’t think she wasn’t prepared. 

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

	There was a couple of areas I wasn’t happy with. On the day I felt a bit pressured. I felt time was limited and felt after an hour that time was restricted. I like to be thorough in my answers and not to feel rushed. This makes me anxious and stressed. 

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

	Yes.



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

	I think so. But I was expecting to know the outcome there and then. 

	Are there any other comments or suggestions that you would like to make?
	The social worker was easy to talk to. I was happy with initial introductions. 
During the visit- I am less patient since my fall and less tolerant. When talking about having support I didn’t want to get my hopes up so didn’t find it useful to know what services might be able to provide. I am not good with interruptions and not being able to finish what I want to say and I felt time was an issue.
Overall I feel interactions with the service are now easier. 
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