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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:  _16th February 2026 _ _ _ _ _ _ _ _ _ _ 

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).


In line with confidentiality, I will be referring to the individual as 2 throughout this observation.  

The objective of the observation is to inform the individual his care package not commencing when expected.  I was mindful to be aware of any potential cultural differences or language barriers before approaching the ward.  
The observation will be carried out on the ward in a controlled clinical environment.  The individual is white Welsh and predominantly speaks English.  The focus is to discuss the package and ensure it is meeting his needs, outlining all of his identified care needs as well as additional support compared to his previous package.

2 was assessed on the ward and deemed as having mental capacity in relation to his care needs, therefore gaining consent was granted as he understood my reason to visit and being observed.  I approached 2 in a respectful and non-intrusive role, being sensitive and mindful of the conversation that was to follow and prepares myself for some difficult questions as to the breakdown of his care package not commencing.   

The observation was undertaken within accordance to the Social Services and Wellbeing (Wales) Act 2014 which promotes a duty to wellbeing, allowing someone to have the right in being assessed and sharing their wishes and feelings through their own voice and words but also being mindful of the Human Rights Act 1998.  With this in mind and where I was completing my observation, the Equality Act 2010 was also relevant, protecting 2 from being discriminated against in any form.  2 has a registered disability, therefore my knowledge of how to support this needed to be evident and ensure he received the same service as other individuals whether by myself or my health colleagues.  
 

Word count: 288




	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).


Effective communication is paramount to ethical and person-centred social work practice.  I will critically be reflecting on my communication skills and my methods during my observation with a service user in hospital.  This observation was also a part of a multi-agency approach, allowing my colleague to explain her role, allowing me and 2 to have the opportunity to ask questions and ensure his voice was listened to by others.  

Initially I ensured I had taken on board the information in the referral, providing his capacity, care needs and how best to support him in the community.  2 is a white Welsh male, who resides in a predominantly white area, English being recognised as his first language.  However, I was mindful to invoke the Active Offer, recognising the Equality Act 2010, practising in a non-discriminatory manner.  We discussed how he wished for me to communicate, whether he had a preference to use Welsh or another language.  I also checked whether he required hearing aids or any other form of assistance to hear and communicate.  When the communication requires no additional adjustment, I find I can relax quite quickly into it can become more formal, however this has taught me to be more focussed as information can easily be missed or forgotten to be asked.  In this observation, I remained focussed and engaged with 2 to follow on with any potential new information he may share with me.  

A person-centred approach underpinned the majority of my conversation with 2.  It allows the individual to be the reason for the conversation, acknowledging their voice and how to listen to them, gathering the information that is relevant to them.  I was mindful to be respectful when approaching 2, being in a room that wouldn’t really allow us to have a complete confidential conversation about his discharge.  I have been informed by others both professionals and families, my active listening skills are efficient, and I appear to empathise with people well.  I found this to be a positive and allowed me to continue with my practice in a way I felt comfortable.  I was mindful to ensure I gave 2 time to evaluate what I was saying and take on board the potential issues we were facing.  

Although person centred communication is important, it extends beyond the basics of listening and recording what is being spoken.  I did not structure my interaction with 2, believing this was going to be a basic sharing of information and a conversation that I was to lead as I had the dilemma to address with the ward and the care agency, however assuming I had the power of the information was a mistake and a valuable lesson was learnt.  Adjusting my approach did not serve me well and found myself with 2 appearing to be confused.  I quickly reflected on my demeaner and quickly adopted my usual manner and sat back and left 2 share his thoughts, what he wanted and ask questions he had.  I recognise effective communication is important and ‘that effective social work communication involves collaboration and shared decision making, rather than merely eliciting information’ (Trevithick, 2012).  We came to the conclusion together of how best manage his delayed discharge.

The conversation continued at his pace, allowing him time to digest the information I was sharing with him. I respect his pace and what identified as important to him, acknowledging his self determination to remain independent and in control of how he wished the support to be supportive, as outlined in the British Association of Social Workers (BASW) Code of Ethics (BASW, 2021).  I further acknowledge 2’s methods for managing at home and how they were not the nuclear method of providing care within the community from the agency.  2’s experience of receiving care was positive and had been adapted to his preference and I wish to continue with this, ensuring his experience continues to be positive.  This would empower him with his decision making.  As Saleebey, 2013 states ‘strengths based communication support empowerment and avoids reinforcing dependency’ and the use of collaborative language such as ‘we can look at options together’ further enhances the trust and knowing I’m taking on board his wishes.  

I felt my interaction with 2 was professional and demonstrated the core values within social work.  I explained the reason for my visit, consent was gained in order to have other professionals present and an appropriate discussion was held where the temperament was calm and all information in a confidential manner.  Anti oppressive practice is essential, being aware although the aim is to discharge 2 from hospital, this still has to be followed by policy and procedure both social care and health.  ‘The communication is not to unintentionally marginalise or silence the service users’ (Dominelli, 2018).  The balance within my observation was correct but at times I did feel 2 was not taking on board my views of how best to support with his care needs once he was discharged, however he was not overpowering or presenting as difficult but calmly shared his routine and how it worked for.  This is something I will be taking forward within my practice, acknowledging not all processes are correct for everyone and mental capacity can be detrimental when looking at long term decisions.  This led to me being mindful and of 2’ background and not making assumptions.  I am aware culturally and linguistically appropriate practice requires proactive measures, not being responsive, actually taking in the words being spoken.

More Than Just Words is the Welsh Governments framework for Welsh language services in health and social care.  Language is paramount in communicating and links with your identity, your background and have an impact on your wellbeing.  2 was asked when commencing our conversation about his choice of language, he was presenting comfortable conversing in English.  Although 2 presented as content and calm during our conversation, I was mindful if how frustrated someone may present, not being able to communicate, share their thoughts in a language or using equipment that is personal to them.  

Reflecting using Gibbs Reflective Cycle (1988), I demonstrated effective practice but also areas where I still needed to mindful how I approached the questions or how to address some answers I was being presented with.  I was clear with my communication, actively listening to 2, absorbing his answers of how he liked things to be completed.  Ensuring the Active Offer is implemented and working collaboratively and explore all possible support not just the obvious choices.  The framework More Than Just Words will be valuable and supports ethical practice, and is a core component of quality care.  

In conclusion, I recognise the value of communicating and how its detrimental to social work practice.  The methods, adapting skills and observing others can improve my practice, acknowledge the differences from languages promoting the Active Offer, methods of communicating implementing technology where appropriate, and always being mindful of being professional with values and applying ethical values.  By valuing language and acknowledging the area and surrounding areas are changing with other cultures and ethnic minority becoming more prominent, the methods of communicating will change and adapt in order to capture and promote the dignity and participation of individuals like 2 to share and find support.  

Word count: 1207









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

	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 told that someone would be watching and would talk to me.

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

	Yes, she explained why she had come to see me.

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

	Yes, it was about me going home.

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

	Very well prepared.

	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.

	Are there any other comments or suggestions that you would like to make?
	No.
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