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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:  29.01.25 

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).

One of the key principles underpinning the Social Services and Well-being Act 2014 is ‘voice and control’, which places individuals at the centre of their care and support. From a social work perspective, this principle demands that communication with individuals is not only clear but also tailored to their individual needs and circumstances. This ensures that people can understand the information shared, enabling them to make informed decisions about their lives and care (Care Council for Wales (CCW), 2017). In the Welsh context, language choice is a vital aspect of communication. The Welsh Government’s Mwy na Geiriau / More Than Just Words initiative reinforces the importance of providing services in Welsh, especially for those who are most vulnerable. The concept of the ‘Active Offer’ means that practitioners must proactively offer services in Welsh, rather than waiting for individuals to request them (Welsh Government (WG), 2022).

Although the Active Offer was not provided to 1 and 2 during this intervention, this decision was informed by prior knowledge that both individuals preferred to communicate in English and had limited understanding of the Welsh language. However, I was mindful of the additional cognitive and processing needs of both adults, given that 1 has learning difficulties, and 2 has challenges with processing information. Also, given the emotionally intense nature of the situation, delivering a Public Law Outline (PLO) letter and explaining its implications for their unborn child, I recognised the need for accessible and emotionally sensitive communication. Research highlights that effective communication in social work is essential for building trust and enabling individuals to engage meaningfully, especially in high-stress contexts (Reith-Hall and Montgomery, 2022). Consent was gained via telephone when scheduling the appointment for a home visit, and again just before the discussion.

Word Count- 289




	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).

It is essential that individuals receiving support from social services are placed at the centre of all decision-making, safeguarding, and care planning processes. A person-centred approach is grounded in the principle that social work practitioners must uphold the individual's rights, feelings, wishes, values, autonomy, dignity, and overall well-being, which aligns with the principles of the Social Services and Well-being Act (SS&WBA) 2014 and the Code of Professional Practice (CoPP) (Social Care Wales (SCW), 2017, c.1, 2). A person-centred approach is also a reflection of the ethical foundations of social work; practitioners are ethically obligated to ensure that the person’s feelings, wishes, cultural identity, and well-being are upheld throughout the intervention process (Barsky, 2019; British Association of Social Workers (BASW), 2021).

To ensure the intervention began in a person-centred and ethically sensitive manner, I offered 1 and 2 the opportunity to choose the location in which they felt most comfortable discussing sensitive information. This was done during an initial telephone call, where both individuals expressed a preference for meeting at 2’s parents’ home, given it is familiar and an emotionally safe environment. I was particularly mindful of the emotional complexity of the situation, 1 has previously experienced the removal of two children from her care and therefore anticipated the nature of the discussion. In contrast, 2 has no prior involvement with social services, and I recognised the importance of ensuring he felt safe, supported, and informed, which is essential in building trust and reducing stress (Murphy, Duggan and Joseph, 2013).

Upon reflection, I recognise that the observation may not have been the most appropriate context for assessment, given the complexity and emotional intensity of the task. This was the first time I had written and hand-delivered a PLO letter, and I was acutely aware of the responsibility involved in explaining the process clearly and sensitively. My inexperience with this specific intervention contributed to feelings of nervousness and self-doubt, particularly around whether I would communicate the legal implications accurately and empathetically. As Maddock (2024) found, anxiety and uncertainty within a social worker can impair communication with individuals. I was acutely aware of this before the observation, having previously experienced how my emotional state could influence the clarity, tone, and flow of communication with individuals. 

That said, as mentioned above, before discussion, I had introduced my observer and outlined her role within the team. I also reiterated the purpose of the observation and assured 1 and 2 that I was the focus of the observation and not them, alongside emphasising that they had the right to withdraw consent at any point. This approach reflects key values of autonomy, transparency and respect that are also outlined within the National Occupational Standards (NOS) (SCW, 2011).

While all forms of communication are important within social work, there are times where practitioners need to be creative, using tools to facilitate communication, aid understanding and promote full participation (SCW, LO1). Rodat (2019) highlights that verbal communication, paired with active listening and awareness of non-verbal cues, is vital in building a successful collaborative working relationship. Such relationships are characterised by clear understanding, high levels of contribution and participation, feeling listened to and respected, principles that align with the SS&WBA 2014. Verbal communication and the use of a flow chart, alongside recognising non-verbal cues, were the most used methods within this observation.

I started the discussion by explaining to both 1 and 2 why I was visiting and noted that I had a letter for both to read. Recognising that both individuals experience difficulties with understanding and processing information, I offered to read the letter aloud in full to support their comprehension (SCW, 2011, NOS 9). However, individual 1 promptly declined this offer, which I respected in line with the principles of choice and control (SCW, 2017, c. 3). In response, I adapted my approach by verbally explaining the rationale behind the decision to escalate the matter to pre-proceedings. To aid understanding, I utilised a visual flow chart, which I held at eye level to ensure both individuals had a clear view. In my other hand, I held a pen, using it to point to specific stages within the chart, such as the transition from the single point of contact, through the mapping exercise, and into child protection and so forth. Research and the ‘More than Just Words’ policy indicate that the use of visual practices like images, diagrams and other media are increasingly used within social work (WG, 2022). This is to promote clear understanding, inclusivity, and a gateway into understanding the voice and lived experiences of individuals, especially those from marginalised groups (Tascon, 2018; WG, 2022). It was felt that this approach was effective at times, given 1 and 2’s responses were positive when asked whether they understood the information received. Their responses varied from nodding their heads in agreement or verbally responding, and in some instances a faint smile of acknowledgement (SCW, LO2).

Furthermore, throughout the discussion, I was mindful to allow space and time in between discussing the stages of the flow chart, for both individuals to process the information being shared. This approach was particularly important given their known difficulties with understanding and cognitive processing, while also ensuring that the communication was not only informative but also participatory. At one point, individual 1 expressed specific concerns regarding the Local Authority’s decision to escalate the case from child protection to pre-proceedings. These concerns appeared to stem from a lack of insight into the ongoing worries, which mirrored previous safeguarding issues involving her older children. In response, I drew comparisons to her earlier experiences within pre-proceedings, with the intention of encouraging reflection and insight. However, individual 1 responded by becoming emotional and defensive.

Upon reflection, using Borton’s (1970) reflective model, despite initially considering reflective dialogue as a way to support understanding, and given my prior experience that individual 1 becomes easily triggered by her earlier experiences with social services and the mention of her children’s names, I recognised in the moment that encouraging her to reflect on past experiences was not appropriate (Schon, 1983). Her emotional state was heightened, and this also had a noticeable impact on individual 2’s ability to engage. This emotional response created a barrier for individual 2, who is not the father of those children, and appeared to struggle to fully participate in the conversation, as 1 was now focused on her past experiences. The situation also reflects Trevithick’s (2012) emphasis on the need for skilled communication in emotionally charged environments, where one person’s distress may indirectly impact another’s ability to fully participate. 

It was at this pivotal point that I began to reflect in action, questioning whether my communication approach was sufficiently trauma-informed and whether I had the necessary skills to navigate such emotionally sensitive terrain more effectively (Schön, 1983). However, in order to show empathy and respect, I actively listened to 1 about her experiences by maintaining eye contact, paraphrasing what she said, using open body language, and offering empathic responses (Rodat, 2020). I feel that by validating 1’s feelings and avoiding further emotional escalation, I was able to maintain engagement and shift the focus toward constructive planning and collaborative work.

That said, despite the challenges encountered during the observation, I feel that overall, the session went well. I was able to use my communication skills to support both individuals’ understanding of the process. However, the visit also highlighted the importance of trauma-informed practice and communication, especially when discussing sensitive information in an already heightened environment. Encouraging reflection during a moment of emotional distress could have risked further escalation and disengagement. Therefore, moving forward, I will apply a trauma-informed lens, ensuring that individuals feel emotionally safe, secure, and ready to reflect on past experiences to aid their present and future understanding (Borton, 1970).

Word Count- 1,292










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?

	

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

	

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

	

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

	

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

	

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

	



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

	

	Are there any other comments or suggestions that you would like to make?
	At the conclusion of the discussion, I was unable to gain direct feedback from individuals 1 and 2. Although the discussion remained calm and productive, the conversation had become emotionally charged, and both expressed a need to decompress and process the information privately. I respected their decision, recognising the importance of emotional safety and autonomy in such moments.
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