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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:  21st 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).


The observation undertaken was of a carers assessment being completed in the carer’s (C1) home, in a rural, Welsh village. The carer’s father (P1) had been discharged from hospital to the support of formal domiciliary care. This carers assessment was offered at the commencement of this care, however, following P1’s aggression and sexually disinhibited behaviours, the care provider immediately withdrew care, the day prior to this carers assessment. 
As per Section 24 of the Social Services and Well-being (Wales) Act (2014, [a]), I was aware of my duty to offer an assessment to C1 if it appeared that she had needs to support and establish if she was willing and able to continue her caring role. 
Consent was gained via a telephone conversation a week in advance. I had explained the observation process to C1 and advised that she was under no obligation to agree to this. I have encouraged her that constructive feedback is beneficial but reminded her that I am aware of the sensitivity of the current situation, so if she prefers to cancel the observation, she can. They day prior to the observation, I confirmed again that C1 was still in agreement with the observation taking place, reminding her that she could change her mind at any time. 
As per the Active Offer (Welsh Government (2012), it was important to consider the use of Welsh during this assessment. Welsh is C1’s first language, and it was her preferred choice. C1 is a white, Welsh female living in a rural community, where there is an expectation of her proving informal care to her father, as opposed to her brother. She has had to take time away from her career to provide this care, due to the lack of services in this area, leading to a huge strain emotionally on C1. I was aware that the impact of the carers assessment could lead to further emotional distress and that clear language and communication would be essential to collaborative working.

Word count: 330




	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).


According to Koprowska (2008), there are two themes in communication that require consideration; ‘communication is interactive, and takes place in every relationship’, and ‘communication is context-related’. Understanding these themes will assist me in in critically reflecting on my communication methods and skills during this observation and whether it was effective in supporting the carer. 
When considering the context of this communication, I am mindful of the geography of the intervention taking place in Wales, having its own context, language, culture, and sensitives to be considered. Least of these being the use and promotion of the Welsh Language as per the Welsh Language (Wales) Measure (2011). As later developed by the Welsh Government (2012) guidance ‘More than Just Words’, the Active Offer of the use of the Welsh language must be just that, ‘active’. Within the rural area of Wales that this observation was conducted, there is a high percentage of Welsh speakers, and this was the chosen language of the assessment. That being said, there are also colloquial tendencies in this area to revert to English when discussing ‘serious’ matters, or ‘professional meetings’ that will also be considered during my reflection. 
The Code of Professional Practice (CoPP) for Social Workers (Social Care Wales, 2017) identifies that social work must be person-centred, acknowledging the ‘uniqueness’ of every individual, that we should ‘strive’ to gain their trust and confidence, whilst promoting their choice and control. This has led me to consider that in addition to the ‘active’ offer of Welsh within Wales, I should also be consciously working towards action to effective collaboration, and this can be better achieved with effective communication (Koprowska, J, 2008), relating continuously to the principles of the Social Services and Well-being (Wales) Act (SSWB(W)A) (2014).
This direct observation took place in the carer’s (C1) own home. I asked her where in the home she would like the observation to take place, acknowledging the importance of her ability to feel comfortable and most at ease, whilst adhering to current covid-19 guidelines (The Coronavirus Act, 2020). She chose for us to sit at her dining table, with us facing each other, immediately displaying her confidence to maintain eye contact with me. This allowed me to be more aware of her no-verbal communication, as well as her verbal communication. I was aware of the emotional distress C1 was experiencing due to the immediate withdrawal of formal support for her father. However, I was confident that I had the skills to establish a rapport with C1 and have an open and honest discussion about what the options would be in future. Having read research relating to the battle between ‘carer guilt and compassion’ (Clements, 2013) and considering the CoPP (Social Care Wales, 2017) values of anti-oppressive practice, it was important that I communicated with C1 in a way that reminded her that she wasn’t being seen as ‘just his daughter, who has to help him’, but a person of her own, and her own well-being outcomes were important. This was achieved by my ability to ‘reflect in action’, and adjust my use of self accordingly, with changes in pace, tone, and approach (Schon, 1983).
Since qualifying as a Social Worker, I am more confident in attempting to alter the power imbalance and move towards transformative co-production using the Exchange Model (Smale, 2000), placing C1 as the expert in her own life, offering my own expertise as the social worker. I strengthened this by considering my use of tone and language, acknowledging when C1 would become upset, offering reassurance and time to recover. By using active listening skills, affirmations, and reflections, I was able to continue, using sensitive language to ask the necessary questions. I am now also more aware of the importance of setting out the expectations and roles within the relationship prior to the intervention taking place (Seden, 1999). This meant that C1 was aware of the context of the assessment, and what we were attempting to achieve. I was aware that change is inevitable in social work, and that I needed to be actively listening to C1 to respond to any cues that may require a change in action (Thompson, 2011). As mentioned, the use of English or ‘wenglish’ (a combination of Welsh and English) is common in this area and is often used when people have ‘professional’ discussions. Although I wanted to ensure C1 was able to use Welsh, as per the More than words guidance, I also had to respond in English when she changed her language choice, to demonstrate that I was really listening to her, not just ‘carrying on’ in Welsh, regardless, because the use of Welsh is important to myself. Marcos (1976) suggests that switching between one’s first and second language is often done as a ‘detachment’ affect, in order to void the emotional tug of expressing difficult emotions in one’s first language. Awareness of this helps to navigate effective responses when discussing sensitive matters. 
The assessment commenced being a crisis intervention, requiring specific information to be shared and considered, to manage the short term needs of both C1 and her father. During this element of the assessment, C1 continued to maintain eye contact, and appeared relaxed. She seemed comfortable to express her views and emotions, animated in using hand gestures and giving the impression that she was relaxed and confident enough to be herself. These didn't appear to be out of frustration with the intervention, rather her being relaxed enough to express herself in the way she felt most confident. Using reflection-in-action, this allowed me to analyse her willingness to work in partnership to consider the longer-term concerns and her own well-being, rather than just ‘fire-fighting’ her father’s quandary. It was during this time that I was most aware of the use of both first order and second order skills (Korowai, J, 2000), in that I was using effective, direct, but empathetic language to discuss very sensitive matters of sexual disinhibition and physical aggression, alongside paying attention to C1’s feedback, emotional response, body language, and ability to discuss this further.
I realised the importance of silence during this discussion, being aware that although I attempted to be empathetic to the situation, the reality of what was happening in C1’s life was difficult to relate to in terms of the emotional strain, potential loss of earning, the fragility of her relationship with her brother as a result, and the very nature of discussing her elderly father’s sexual tendencies. C1 mentioned during the assessment that discussions of a sexual nature were never something that happened in their family, and not something that she was used to speaking about, so sensitivity was important here. I managed this by skilfully noting C1’s body language and asking very specific, ‘essential’ questions only, not to labour the point. C1’s posture and gaze remained relaxed and open during the intervention, allowing me to continue advising of potential solutions to prevent carer breakout. In line with the CoPP (Social Care Wales, 2017), I felt that I was able to maintain trust and confidence by having up to date knowledge and information about locally available resources to support and relief C1 of her caring responsibility, whilst identifying her strengths and resilience also. 
During the assessment, crisis intervention led to person-centred approach, followed by service provision agreements to achieve change, and promote the well-being of C1 and her father. In  this discussion, when C1 was visibly upset, I responded by asking her if she required a break, allowing her time to regain composure before asking continuing. I was aware of the importance of speaking slowly and using repetition to ensure C1 was aware of the outcome of the intervention, as this is often more difficult to absorb whilst in an emotional state (Payne, 2014).
During the intervention, I was aware that building and maintaining a collaborative relationship with C1 required a combination of interpersonal and personal skills (Crawford, K (2012). This included my aware of self, in terms of my tone of voice being comforting, yet factual, and my body language being non-threatening and open to listen. I demonstrated my ability to work reflexively by changing the way in which we spoke about her father’s physical needs, and the impact that this is having on her on an emotional level, whilst having the ability to offer creative solutions of community based support to improve their current situation and the emotional intelligence to conclude the assessment at a time where enough had been shared to provide an immediate solution, whilst allowing an open door for C1 to revisit her concerns, if required.  


Word count: 1428









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?

	(Please note that feedback was provided in English, as per the choice of C1).

“Nadine 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, to both”

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

	“Yes, to complete a Carers Assessment”

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

	“I feel Nadine was very well prepared, Nadine is aware of my circumstances and how me helping my dad is affecting me.”

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

	“Yes - when I queried a few things, Nadine gave good advice and took on board what I was saying and how I am feeling.  Nadine always phones me back if she has missed my call. I have regular contact with her, not just myself but my brother also.” 

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

	“Yes - Nadine spoke very clearly and when I wasn’t sure about something Nadine clearly explained things so that I understood.

Nadine has been clear about what is going to happen next, I know what the next steps are.”



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

	“Nadine has met my expectations over and above; she is really supportive. Nadine is approachable, I find it easy to talk to her so I don’t hold back and feel I can be honest and tell her how it is. She always has time for me, I don’t feel rushed.”

	Are there any other comments or suggestions that you would like to make?
	“Nadine has been a huge support over the last 6 weeks and at a time when things have been difficult. Everything we have asked of Nadine she has come back to us and helped us.  I appreciate Nadine is a Hospital Social Worker but has continued to help us despite my father having been discharged from hospital and should have been transferred to the Community Social Work Team.  We feel Nadine is committed to helping sort things out for us as things have not gone to plan since he’s come home.  I don’t know what I’d do without her, she has been really supportive and helpful.”
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