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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:  19/6/24 _ _ _ _ _ _ _ _ 

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 was of a closure/final home visit with a parent (Person 1) following successful completion of support. The objectives of the visit were to review Person 1’s goals and achievements over the period of support and to gain feedback from Person 1. The Most Significant Change methodology was used (DEEP, 2024) to provide a reflective space for both Person 1 and practitioner to explore and learn from Person 1’s experiences. 

Person 1 is a single parent with a young child (Child 1), both of white Welsh ethnicity. Child 1 had recently been de-registered from the child protection register and was soon to close to Child and Family Social Services. The legislative context therefore included the Social Services and Wellbeing (Wales) Act 2014 (principal legislation for safeguarding in Wales (Livingston, Redcliffe and Aziz, 2023)), Children Act 1989 and 2004, Wales Safeguarding Procedures 2019 and statutory safeguarding guidance Working Together to Safeguard People.

The observer and I met with Person 1 and Child 1 at their home as this was the preferred location by Person 1. Person 1 lives in an area that is ranked among the 10% most deprived areas in Wales according to the Welsh Index of Multiple Deprivation (2019).

Prior to the visit Person 1 had been asked about her language preferences, and she had confirmed that she preferred to communicate in English.

Person 1 had previously informed me that they preferred to be contacted by text as phone calls are more difficult, in part because of parenting commitments. This preferred communication method was used to seek consent for the observation. Consent was then confirmed again in person at the start of the observation.

Steps taken to reduce the impact of the observation on Person 1:
· The observer was well known to Person 1 and already had a positive working relationship.
· At start of the observation the purpose of the observation was explained again, highlighting that I was the person being observed and not Person 1.  
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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).

It is well recognised that communication is about much more than just the words we say but includes other aspects such as tone of voice and body language (Mehrabian, 1967). The way I entered the property will have begun to communicate many things. Arriving on time and offering a warm greeting was a way of demonstrating respect. Person 1 had previously asked if I could take off my shoes when entering her property. In some properties this could present a risk to the practitioner and is an example of upholding Section 4 of the Code of Professional Practice (CoPP), to ‘Respect the rights of individuals while seeking to ensure that their behaviour does not harm themselves or other people’ (Social Care Wales (SCW), 2017). I had assessed that it was safe to take off my shoes previously and on this occasion I removed my shoes without being asked. It is hoped this will have communicated value for Person 1 by demonstrating that I had remembered what was important her. This simple act is also an example of other sections of the CoPP; respecting Person 1’s ‘views and wishes’ (section 1), striving ‘to establish and maintain the trust and confidence’ (section 2) and promoting Person 1’s ‘voice and control’ (section 3) (SCW, 2017). 

Before proceeding with the observation, I explained the purpose of the visit and asked if Person 1 still consented to the observation. Although this had been communicated prior to the visit via text message it was important to avoid assumptions and confirm that we had a correct shared understanding. This checking of understanding is important in ensuring communication has been effective and provides an opportunity for correction when it has not been. In addition, it recognises, and allows for, the possibility that Person 1 may have changed her mind. Explaining that this was acceptable was important to ensure that Person 1 felt able to withdraw her consent if she wished. This is important in attempting to ethically share power and to ensure consent is genuine.

Person 1 had been working with other professionals within Child and Family Social Services for a considerable time prior to my involvement. It was only in preparing for the observation that I realised I had never checked Person 1’s language preferences. I had assumed it was English as this was the established language that had been used from the start of my involvement. I did, therefore, ask Person 1 about her language preferences prior to the observation, and Peron 1 confirmed that they did not speak Welsh and preferred to communicate in English. On reflection I can see that previously I had failed to uphold the Active Offer (providing a service in Welsh without someone having to ask for it, SCW, 2022), More Than Just Words (Welsh Government, 2022) and the Welsh Language (Wales) Measure 2011, which establishes the principle that Welsh language should not be treated less favourably than English and people in Wales should be able to conduct their lives through the medium of Welsh if they choose to do so. My omission is likely to have been influenced by my own language preferences, as I am not a Welsh speaker, and also because of the low prevalence of the Welsh language in the geographical area I practice within. Nevertheless, I can now recognise this as an assumption that risked discriminating against Person 1. The learning I take from this is that where an individual is already working with services I still need to confirm language preferences as I have duty to uphold the Active Offer. 

The objectives of the visit were successfully achieved. We review Person 1’s progress towards her goals, and Person 1 was also supported to complete the Most Significant Change story collection template to record her story in her own words and her views on what had contributed to these changes. Communication skills were central to achieving this outcome. I made a conscious effort to avoid using jargon terms, or words that are likely to be difficult to understand, and attempted to rephrase and explain any longer words used, such as the word ‘significant’. I have undertaken extensive training in the Motivational Interviewing approach to communication and developed these skills in practice over many years. I used these skills to enhance the communication in this session. For example: I used open questions to allow Person 1 to articulate her views in her own words; used reflection to clarify that I had correctly understood and to provide Person 1 with the opportunity to expand; and I used affirmations when reviewing Person 1’s achievements of her goals to build confidence and feelings of capability. I was also alert to Person 1’s body language and used active listening and silence to allow Person 1 time to consider her response to questions. There were a couple of occasions when Person 1 hesitated and showed signs of uncertainty around how to answer a specific question. Picking up on these ques I was able to reword and explain the question again without Person 1 needing to ask. I believed this helped the conversation to flow and helped Person 1 to feel more relaxed, confident and capable. The apparent ease with which Person 1 expressed her views and her relaxed body language demonstrated I had the necessary communication skills to undertake this task.

When undertaking the Most Significant Change exercise assumptions regarding literacy were avoided by giving Person 1 the choice of reading/writing themselves or offering to do this on their behalf. Person 1 asked me to write on her behalf. I ensured that we each had a separate copy of the Most Significant Change collection template which allowed Person 1 to follow along as I recorded her words. I sat alongside Person 1 which I hoped help communicate that this was a collaborative activity. Person 1 could see what I was writing, and I read back to her what had been written to confirm that I had accurately recorded her words. In doing this I was taking a person-centred approach (Rogers, 1967), and was also promoting Person 1’s voice and control and coproduction, which are central principles of the Social Services and Wellbeing (Wales) Act 2014.  Attending the DEEP training meant I had the understanding and knowledge necessary to carry out the activity skilfully. I believe that the successful outcomes achieved on this occasion demonstrate that I was able to draw on and utilise this knowledge in practice.

The Most Significant Change exercise was intended to support Person 1 to co-produce her own story in her own words, recognising that she is the expert in her own situation. However, on its own this conversation cannot be recognised as true coproduction. In Arnstein’s ladder of citizen participation (Arnstein, 1969) it would likely fall under ‘Consultation’ which Arnstein categorises under ‘degrees of tokenism’. The exercise provided rich qualitative information but unless this information is utilised to inform service provision it risks being simply “knowledge production” (Haworth et al., 2022, p.13). Consideration is therefore needed for how the information gathered can be used going forward to promote service user voices and to avoid this exercise simply being tokenistic. 

The aspiration in gathering service user voices is summed up well by a social work student cited by Lefroy “I could feel a shift in the balance of power from being trained as a professional with the ‘gaze’ that objectifies the service user/carer as someone in need of expert help and services to suddenly becoming the unknowing student” (2023, p.86). An important part of this is enabling people to tell their story in their chosen way (Lefroy, 2023). On reflection other more creative ways of capturing information could have been considered, such as those suggested by Lefroy of art, poetry, zine-making and animation. It would have been better if I had explored with Person 1 their preferred medium for telling their story and sharing information, as opposed to simply using a standard ‘collection template’. This would have taken more preparation and time which is difficult to find in busy social work practice. However, it would also likely have aided better communication by empowering Person 1 to choose their preferred medium for the communication. Such considerations are important if coproduction, participation and service user voices are to be given the importance they deserve.
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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 they were

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

	Yes knew about it beforehand and knew Liz was coming and have worked with her before

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

	Yes a closing visit 

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

	Very prepared 

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

	In discussion with Liz 
The person spoke about how they had felt valued by Steve throughout the work completed over time and they shared their views on their priorities 

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

	Yes I asked them to explain the paperwork and read it out and helped me to reword the piece of work that was completed 



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

	In discussion with Liz 
Yes – aware it was closing and went as planned

	Are there any other comments or suggestions that you would like to make?
	I feel IFSS has always treated me with positivity and I have appreciated the support. 
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