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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: 31.03.2022 

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).

1 was previously living at home in Wales with her son and sister. Following a fall at home she was admitted to hospital and her package of care was ceased. It was not possible to reinstate her package of care due to no care agencies being able to accommodate this as a result of lack of resources. Due to being unable to remain in hospital 1 was transferred to a residential home. She is presently residing in care as an interim resident, with the view of returning home. 
The purpose of this meeting is to undertake a care and support plan review in accordance with the Social Services and Well-being (Wales) Act 2014. 

There is a statutory obligation to review 1’s care and support plan within a 12 month period. However, due to 1’s outcomes not presently being met in an interim placement, I felt an unscheduled review was necessary. 

1 has lived in Wales all of her life. For most of her adult life she has lived with her sister and nephew. The family farm where she grew up is a short distance from her home that she is looking forward to returning when a domiciliary care package is identified.  Whilst 1 is not a Welsh speaker it is important to her that she has opportunities to engage in Welsh culture. 1 is a Welsh rugby fan and used to frequent the local pubs on a regular basis. She is well known within her local community. It is important to 1 that she has opportunities to engage in activities that are important to her sense of identity.  

Prior to this observation I sought 1’s consent for this observation to take place. On the day of the observation, I introduced 1 to my manager and asked if it was still okay with her for the observation to take place. 1 consented to this. 







	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). 

In considering my professional values and the Code of Professional Practice that governs my practice, I was disappointed with how the assessment of capacity was undertaken (Social Care Wales, 2017). In my professional opinion a virtual meeting with the mental health assessor and a face to face meeting with a professional 1 did not know, did not provide her with the best opportunity to engage with the assessment. If consulted, I would have been in a position to advocate for 1. I would have made the assessors aware of how best to engage and communicate with 1. Interprofessional working leads to positive outcomes for individuals (Pelone et al, 2017). When meeting with professionals she does not know, 1 can become anxious and upset. This can cause her to become withdrawn and negatively impact on engagement. This poor example of multi-agency working highlights the importance of professionals working collaboratively when assessing. 

In preparing for the observation, I referred to specialist training I attended. The purpose of this training was to develop knowledge and skills that promotes effective communication with individuals living with cognitive impairments. During this observation, I utilised techniques and tools that I had learnt about. Approaching the observation in this way, supported me to consider what adjustments I could make provide a service founded on equality. I remained mindful of 1’s circumstances, diagnosis of dementia, and the need to adapt my communication style by utilising short concise sentences and simple terminology she could understand (Savundranayagam & Moore-Nielsen, 2015). 

Whilst 1 is not a Welsh speaker, I gave due consideration to the core values of the Social Services and Well-being (Wales) Act 2014 and The Active Offer – More than Just words (Social Services and Well-being (Wales) Act, 2014; Welsh Government, 2022) . I strived to provide a service that encouraged 1’s active involvement. I achieved this by recognising her language needs and making adjustment to meet those needs, without her having to ask.  Adapting my communication style was necessary to meet 1’s linguistic needs and also practice in an anti-discriminatory manner. I recognised that disability is a protected characteristic of the Equality Act 2010. I upheld my statutory responsibility by making reasonable adjustments to provide a service that respected 1’s needs and dignity. The statutory obligation of making reasonable adjustments ensured that 1 was treated fairly and was provided with the same opportunity to contribute towards her review. Making these reasonable adjustments and communicating with 1 in ways that she could understand facilitated her participation in the discussions that took place and promoted her engagement throughout the review. My practice was guided by the fundamental principles outlined in the United Nations Principles for Older People, the United Nations Convention of the rights of disabled people, Equality Act 2010, and the Social Services and Well-being (Wales) Act 2014.

On arrival to the care home, we were asked to sit in the managerial office. The carer stated she would return with 1. On arrival 1 was sat in the lounge area with other residents. The carer then arrived with 1 and stated she would leave. On entering the room 1 did not make eye contact with me, which is unusual. Ordinarily she greets me with a smile. This was a change in her behaviour. As the carer attempted to exit the room I observed 1 to cross her shoulders. Her nonverbal communication suggested she felt uncomfortable. I recognised this and explored this further through verbal communication and applying the fundamental principles of motivational interviewing. 

I asked 1 an open ended question, how are you?. 1 was able to communicate with me that she was feeling upset about her recent experience with the best interest assessor. I provided an affirmation to 1 by stating I can see that you are upset, is there anything I can do to help?  I advocated for 1 by reflecting on what 1 had heard. I asked if the carer could remain in attendance for the duration of the visit as 1 has built a trusting relationship with her. The carer agreed to remain for the duration of the visit. 

The location of the meeting, the managerial office, was dictated to us by the carer. In hindsight, I now recognise this was an inappropriate place for the meeting to take place. It was an unfamiliar environment and was not the chosen location of 1. It resulted in a barrier to communication and I acerbated her anxiety. There was an element of domination and force with 1 being told by the carer to follow her into the managerial office. I believe that entering the managerial office behind the carer, with myself and my manager already in attendance would have felt intimidating for 1. At the time of the observation, I unfortunately failed to recognise this and empathise with how this power imbalance would have made 1 feel. I believe 1 would have felt like an unequal partner on the day of the observation. I am of the view that her decision to disengage prematurely from our meeting was because of feeling disempowered and not in control of the meeting. This is an unfortunate misuse of power and resulted in 1 experiencing institutional oppression not only by the medical professionals but also by myself (Tew, 2006).  When meeting with 1 in future, I will be mindful to approach this in a sensitive manner by initially greeting her with the carer. I will then work in partnership with 1 by mutually agreeing the location of our meeting. Supporting 1 in this decision making process will place the control back to her, and an environment of her choosing is more likely to create a relaxing environment and contribute to effective communication (Kam, 2021).

When arranging meetings with 1, she has indicated she will invite her son to attend. Since being in a residential care,  her son who has his own care and support needs, has never attended. I recognise the benefits of advocacy in supporting individuals voice to be heard, and ensuring rights are upheld. Whilst I try to advocate for 1, there can be times when there is a conflict of interest. Prior to this review, 1 was in receipt of informal advocacy. In considering this dilemma and my professional boundaries, I recognised after the observation that 1 would benefit from developing a relationship with citizen advocacy. I will further discuss with her as it is a responsibility of the Local Authority to consider 1’s need for advocacy (Welsh Government, 2019). This level of support is required to enable 1 to participate fully in her care planning. To ensure her voice is heard, and her human rights are protected (Social Care Wales, 2022). 

At the beginning of our meeting 1 was tearful. Working collaboratively with 1, I put my agenda aside and allowed her to lead the direction of our discussions. 1 was able to communicate with myself that she was upset about being unable to leave the care home. She indicated that she only agreed to come to the care home for a brief period of time and not for the foreseeable future. Understanding that she was not free to leave the care home, caused 1 a great deal of anguish. In actively listening to 1’s concerns, I identified that she was unhappy about the restrictions placed against her and decisions that had been made about her care that was negatively impacting on her well-being and quality of life. I discussed the legal framework with 1 in simple terms. I acted with integrity and upheld public trust in the social work profession by providing 1 with information and advice about how her fundamental freedoms are protected. I made 1 aware of her legal right to contest her detention to protect her liberty and security.  In simple terminology, I explained to 1 that she could apply to the court and ask a judge to consider if she was being detained unlawfully. 1 advised that she wished to apply to the court to appeal her detention (Mental Capacity Act 2005, Schedule A1). I  explained to 1 that I would make a referral to an Independent Mental Capacity Advocate, who could support her to make an application to the court to contest her detention. This was an outcome focused approach that promoted 1’s values and beliefs and was intended to empower 1 to have control over her life.

Word Count: 1395

1300 (+/- 10%: include your actual word count at the end of each section).









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?

	It was not possible to gain feedback from the individual as she chose to disengage from our meeting prematurely.

Below feedback supplied by observer, Natalie Evason:

1 became tearful during the observation and made the decision to disengage, it was therefore not possible to gain verbal feedback.
 
The meeting took place on time, and I observed Chloe to ask permission for the observation to take place. Chloe explained why the observation was taking place and gave opportunity for 1 to change their mind.

Throughout the interaction with 1 Chloe was observed to check in of 1’s understanding of the nature and purpose of the visit and of the information being relayed.
 
Whilst it’s not possible to know if 1 felt listened to or respected due to it not being possible to obtain verbal feedback, it was evident through my observation of Chloe’s interaction that she respected 1’s decision to end her communication with her. Chloe showed an empathic approach and respected that this was a difficult subject for her to explore. Chloe was able to respond to 1’s emotional state appropriately and rather than trying to stick to her agenda put 1’s emotional wellbeing first.


	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?
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