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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:  17/03/2025

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).

Situation: 
Social work practice in Wales is guided by legislation that promotes a person-centred, holistic approach to mental health care. Under Part 2 of the Mental Health (Wales) Measure 2010, individuals receiving secondary mental health services are supported by a care coordinator who helps develop a Care and Treatment Plan (CTP). This plan addresses eight key areas of life, including housing, education, employment, finances, physical and mental health, social and spiritual well-being, and other personal needs.

The CTP supports recovery by tailoring services to everyone’s circumstances. It aligns with the Social Services and Well-being (Wales) Act 2014, which prioritises voice and control, well-being, prevention, co-production, and multi-agency collaboration.

Additionally, the Well-being of Future Generations (Wales) Act 2015 ensures that public services consider long-term impacts, promote integration, and encourage prevention and involvement. Together, these frameworks aim to deliver sustainable, responsive mental health care that meets current needs while building a healthier future for Wales.

Reason for intervention:
The CTP is updated annually.

What Preparations have I made for the observation?
For this Direct Observation the individual will be referred as One.

-I phoned One on a Friday the 14th of March 2025 and asked for consent. 
-Offered to conducting the CTP in Welsh, but One opted to complete it in English.
-I have informed him that the observer is unwell and will join us via teams. I reassured One that the observation was to see how I completed his care and treatment plan, and he will speak to the observer after the supervision for feedback on my professional level.
-Printed One’s previous CTP to enable him to reflect on the new one.
-One typically spends weekends with his family, providing an opportunity to discuss the planned direct observation. His parents are active advocates.
-He understands that participation is voluntary and that he may reconsider his decision.
-Research Systems theory.
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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). 

Effective communication is important in social work (Reith-Hall and Montgomery, 2022). According to Social Care Wales (SCW, 2017), social workers are required to listen to individuals in a non-judgemental and respectful manner. Furthermore, engaging individuals in the social work process is a key principle underpinned by the Social Services and Well-being (Wales) Act 2014.

One of the key roles outlined in the National Occupational Standards for social work is to maintain professional accountability through supervision and reflective practice (SCW, 2011). Consequently, I have chosen to use the Big Six Model of reflection (Maclean, 2018), as it offers a structured framework for critically analysing power dynamics and ethical dilemmas encountered in practice. The model comprises six interconnected components which are power, values, emotions, knowledge, self-awareness, and uncertainty. The following sections will explore each component in relation to my communication during the direct observation.

During the direct observation preparation, an active offer was made to Individual One regarding their language preference, in line with the More than Just Words framework (Welsh Government, 2012). Individual One chose to continue the observation in English. I also informed One, before the direct observation date that that the observer would be attending via Microsoft Teams due to illness and remote working. The COVID-19 pandemic demonstrated that social workers could effectively work from home, and since then, hybrid working has become a beneficial model, contributing to reduced sickness absence among staff (Pulman & Fenge, 2024). However, as with many forms of technology, Microsoft Teams failed to connect for the first 20 minutes. 

Power:
Social work practice is guided by legislation, which provides the legal framework for supporting individuals and communities (Hollinrake, 2025). According to SCW Code of Professional Practice, social workers are expected to support vulnerable individuals by promoting their wellbeing and upholding their human rights, while acting with integrity and professionalism (SCW, 2017).

I observed Individual One becoming increasingly anxious during the time when we had a technological issue and we were unable to connect with the observer via Teams, which aligns with research suggesting that individuals with certain mental health diagnoses such as autism often struggle with abrupt changes in routine (Khoddam, 2023).

When we eventually connected, Individual One struggled to engage with both me and the observer, avoiding eye contact with the screen and appearing visibly uncomfortable. In hindsight, best practice would have been to ensure all participants were in the same room to reduce anxiety and improve communication (O'Loughlin & O'Loughlin, 2019). Nonetheless, as previously mentioned, the use of Teams remains a viable alternative when face-to-face meetings are not possible (Pascoe, 2022).

I am often mindful of the power imbalance inherent in direct observation within social work. As Pascoe (2025) outlines in her Four Expressions of Power framework, power operates at multiple levels—macro, meso, and micro—and can shape interactions in subtle but significant ways. In this instance, Individual One was observed by two social workers without any support person present. This dynamic can be intimidating, particularly for vulnerable individuals who may fear that giving negative feedback could hinder the support they receive. 

Bertotti Fazzi and Turrina (2025) highlight this concern in her Power-Informed Practice framework, noting that individuals often internalize power structures and may hesitate to speak openly due to perceived consequences. Although Individual One provided positive feedback following the observation. Which I appreciated but I also remained aware of how unnatural and potentially oppressive the environment may have felt for him. Karim 2023 writes that being aware of power allows professionals to mitigate imbalances. I aim to practice in line with anti-oppressive principles (Social Work Portal, 2025), ensuring that service users feel safe, respected, and empowered to share their experiences honestly.

Values:
 As I started to type One’s CTP, I made a few spelling errors, which One noticed as he could see my laptop screen. I acknowledged this and offered him the opportunity to type his own plan if he felt comfortable doing so. This approach helped promote One’s dignity and autonomy by involving him directly in the process. It also served as a useful distraction technique, allowing him to focus on the task of writing rather than feeling observed or scrutinised.

Emotions:
As written above, the technical difficulties resulted in One becoming anxious. I was also concerned that the direct observation would have to be rescheduled for another day because I had visits booked in after the direct observation. And was annoyed because this would also be inconvenient to me because I had my work diary planned 


Knowledge:
During the observation, while reviewing Individual One’s wellbeing goals as he completed his CTP, I recognised the importance of a multi-agency approach rooted in systems theory (Maclean & Harrison, 2025). His goals of surfing, gardening, and joining walking groups; require not only personal motivation but also coordinated input from professionals and family. Systems theory highlights that wellbeing is shaped by the dynamic interplay between the individual and their environment. By engaging his occupational therapist, care coordinator, and support worker, we can create a network that enables sustainable progress. This collaborative model ensures that no single professional carries the burden of support, and that Individual One remains actively involved in shaping his own recovery (Coffey et al., 2019). The occupational therapist’s role is to assess physical readiness, the support worker assists with logistics, and the family provides encouragement. This approach aligns with the recovery model, which values autonomy, personal agency, and community connection (Gyamfi et al., 2022).

During the observation, I also considered how systems theory could help address barriers to One’s goals. While he expressed enthusiasm for activities like surfing and gardening, he also faced challenges such as limited transport. According to the Welsh Government (2024) Over 80% of Wales is rural, and a third of the population lives in these areas. Many individuals depend on private cars, and those without access struggle to participate in the activities in the community. Individual One does not have a car and therefore we noticed that it would take him over two hours to get to a farming volunteering role on public transport whereas it was a 20-minute care drive. Another setback is highlighted in a report published by Sustrans Cymru (2022) in which they state that approximately “40–50% of Welsh households spend more than 10% of their income on transport.” In rural areas, as mentioned above, this is exacerbated by poor access to services thus leading to isolation and poverty which then results in poor mental and physical health.

Systems theory encourages a broader perspective, highlighting how external factors such as local services, transport networks, and social connections can either support or hinder progress (Maclean & Harrison, 2025). By mapping these systems and identifying gaps, we co-produced a plan that included researching accessible walking groups and engaging with community organisations (Social Care Institute for Excellence (SCIE), 2023). This holistic approach ensured the plan was both practical and empowering.

Self-Awareness:
During the direct observation I encountered technical difficulties that impacted the meeting's effectiveness. In future meetings with vulnerable individuals, I will discuss the potential limitations of using technology, including connection issues and digital literacy barriers.   In addition, I would allow time to resolve technical problems and preparing participants in advance may help reduce stress and disengagement during virtual sessions. I would also not book in face-to-face visits soon after an observation. Pazer (2024) highlights that while digital tools offer increased accessibility, many social workers feel inadequately prepared to use them effectively, and concerns around data security.

One resides in supported accommodation, and I now recognise the importance of involving their key worker, occupational therapist, and family in future CTP reviews.  According to SCIE (2023) their participation would have enabled a more holistic exploration of community activities and facilitated shared planning. Multidisciplinary teams (MDTs) are shown to improve care coordination, risk management, and service integration, especially for individuals with complex needs (SCIE, 2023).

I must have regular supervision to ensure that I receive appropriate support, particularly when conducting direct observations remotely. Supervision is a cornerstone of good social work practice, offering professional development, emotional support, reflective space, and guidance on ethical dilemmas and decision-making (Gregory et al. 2025).
 
While remote meetings offer flexibility and accessibility, face-to-face interactions remain the preferred method for sensitive discussions and relationship-building. Evidence suggests that although online and face-to-face interventions can yield similar outcomes, face-to-face formats may be more effective for certain populations and contexts due to stronger therapeutic engagement and fewer technological barriers (Raifer et al. 2024).
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1300 (+/- 10%: include your actual word count at the end of each section).
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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 she was.

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

	Yes she did 

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

	Yes.  So that an external body can observe her work. I knew that she was going to be running over the care and treatment plan which made together last year.

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

	Yes, she was very well prepared

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

	Yes she did.

	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?

	Yes she asked me if I want to complete the assessment in Welsh which I thought was very good. I do speak some Welsh.  But I preferred the meeting to be held in English as this is my mother tongue (this is the reply to question above).
 

Yes it did

	Are there any other comments or suggestions that you would like to make?
	Pai was always presents well and come across as being genuine.  
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