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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:  _ _ _ _ _ _ Wednesday 13th August 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).

The observation aimed to assist an individual in completing a Universal Credit Capability for Work questionnaire. This ensured their health needs and circumstances were clearly represented. As mentioned in the Social Services and Well-being Act 2014 (Welsh Government, 2014), accessing the proper financial support is crucial for promoting independence, well-being, and reducing stress during times of ill health. 
The observation took place in a Hospice, which is a safe and familiar place for the individual. It allows them to access support more easily. Hospice UK (2017) notes that care in a Hospice setting is viewed as holistic. It provides not just medical help but also social, emotional, and financial support. The intervention, therefore, addressed the individual’s needs comprehensively. 
Throughout this process, we considered any cultural and language barriers. The individual had received support before and continued to do so. They confirmed that they spoke English and chose not to engage in Welsh. This aligned with the ‘Active Offer’ (Welsh Government 2012) and highlighted the ‘More than Just Words’ framework, which focuses on language-sensitive communication and fair service delivery (Welsh Government, 2019). Using the Active Offer showed respect for cultural identity and promoted inclusivity. 
We obtained verbal consent and clearly explained the purpose of the observation before starting, ensuring the individual did not feel overwhelmed with another social worker present. These actions upheld values of dignity, empowerment, and respect, as emphasised by BASW (2021).
The individual expressed that they felt supported while accessing Hospice services and would not have succeeded without that help. This highlights the importance of advocacy, effective communication, and holistic practice in hospice social work, aligning with NICE guidance on supporting adults (NICE, 2019).


Word Count: 276




	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 central to social work practice, underpinning the ability to build trust, promote participation, and safeguard the rights of individuals (Trevithick, 2012). Social workers are required to support individuals in a way that respects their dignity, values, and rights, while ensuring that information is accessible and transparent (BASW, 2021). My observation supported the completion of a Universal Credit capability to work questionnaire with a patient I had been working with for some time. The observation and my practice were guided by professional ethics and values. The BASW Code of Ethics (2021) emphasises respect for the inherent dignity and worth of individuals, the promotion of human rights, and the importance of empowering service users —values that were integrated into my approach.

The observation required sensitive and person-centred practice. The questionnaire involved the individual answering questions about his health and ability to complete daily living activities. The Hospice provided a safe and familiar environment where the patient attended a 12-week wellbeing programme. Using a private and quiet room allowed for confidentiality and provided the individual with the necessary space to be appropriately supported. Supporting the individual with this questionnaire required clarity, accessibility, and to be in line with the Welsh Government’s principle of the Active Offer (2012) and the ‘More than Just Words’ strategy (2019).

During my observation, it was essential to ensure that my patient felt supported and empowered throughout the process. For any individual, completing forms can be quite overwhelming and considered complex. This is often exacerbated for an individual with a life-limiting diagnosis. The Social Services and Well-being Act 2014 places a duty on professionals to promote well-being and to involve individuals in decisions about their care and support (Welsh Government, 2014). My communication reflected this duty, ensuring that the service user was an active participant rather than a passive recipient. 
Verbal communication played a central role during this process. Aligning with the Active Offer (Welsh Government, 2012), I proactively offered the individual the choice again at the start of the observation to engage in either Welsh or English. The “More than Just Words” framework (Welsh Government, 2019) emphasises that language is not merely a tool for communication, but a crucial component of identity, dignity, and access to care. By explicitly acknowledging language choice, I demonstrated sensitivity to these principles. While the individual declined the use of Welsh, the offer itself may have contributed to a sense of empowerment and cultural respect. The individual chose English, which was previously known through prior support; however, the act of offering reinforced respect for linguistic rights and autonomy, underpinning a person-centred approach.
I used clear and concise language, avoiding jargon and opting for simple, everyday language. I ensured the individual understood the questions by checking in after each one. This demonstrated that the patient’s contributions were heard and valued throughout completion. Using open-ended questions encouraged the patient to express and articulate their experience in their own words, rather than closed questions, allowing them to feel that their situation was being heard. This underpins Trevithick (2012) with the principle of accessibility in communication, which was considered throughout my observation. 
As well as verbal, non-verbal communication was just as fundamental. I maintained eye contact during discussions, using a calm tone of voice while positioning myself at the same level as the patient to reduce any perceived power imbalance, as well as leaning in to show the individual the form as I explained it. Mccluskey (2005) describes how an action, such as leaning in, conveys interest, which is suggestive of collaborative working between the individual and the Social Worker.  As the individual had to take time-sensitive medication, I was attentive to its effects prior to the session and adapted the pace accordingly. The hospice environment encouraged holistic and person-centred support, which required me to be attentive not only to spoken language but also to non-verbal cues. This demonstrated empathy and respect, aligning with the BASW Code of Ethics (2021).
My role was to support the individual, ensure they were being listened to and also ensure the responses on the form were accurately recorded. Answers recorded were read back to the patient to confirm the accuracy, whilst allowing them to make changes if they felt their circumstances and experiences had not been accurately captured. Taking this collaborative approach and using a variety of communication methods when supporting the patient reflected the principles of person-centred practice (Rogers, 1957), emphasising the impact of empowerment. It demonstrated commitment to advocacy by supporting the patient to express their needs in a way that DWP would be able to understand and recognise. This reflected BASW (2021), whereby Social Workers should strive to tackle disadvantage and promote social justice by supporting them to describe their health needs in their own words, rather than shaping responses to fit bureaucratic expectations. This approach not only enhanced the accuracy of the form but also respected the patient’s autonomy. 

Prior to this observation, I reflected on whether I had the necessary communication skills and knowledge to work effectively with the individual. I ensured that I was familiar with the questionnaire and was confident that my previous work with this individual gave me a foundation of trust and competence. However, I was also mindful of the potential complexities of the form and the importance of adapting my communication to meet the individual’s needs. It was essential to consider the emotional impact of discussing health conditions in detail, preparing to offer empathetic support and pausing the process if needed. This was done by checking in with the individual to see if he was happy to continue. Having a person-centred approach at the forefront of my practice ensured that the individual’s voice and perspective were central.
I was able to acknowledge the limits of my own knowledge and provide reassurance that if I became unsure of things despite becoming familiar, I would need to seek advice from colleagues or specialist welfare rights advisors. This reflects professional accountability and humility, which are key values in the BASW Code of Ethics (2021). 
While language choice was considered, I could have strengthened my practice by exploring whether there were any other cultural needs that might have shaped the interaction. Interactions during the observation were based on the methods we had previously employed. However, being able to acknowledge this highlights an area for development and awareness in future practice, highlighting the principle of ongoing self-reflection (Thompson and Thompson, 2018).

This reflection has critically analysed my communication methods and skills during an observation in a hospice setting. The analysis demonstrated that effective communication requires attentiveness, empathy, and adaptability, as well as alignment with professional frameworks such as the Active Offer, More Than Just Words, and the BASW Code of Ethics.
The experience reinforced my strengths in building trust and using accessible communication, while also highlighting areas for growth, particularly in exploring cultural needs more fully and incorporating alternative communication strategies. Going forward, I will continue to reflect on and develop my communication practice, ensuring that it remains person-centred, inclusive, and ethically grounded.
While I addressed language choice through the Active Offer, I could have explored cultural needs more broadly. These reflections highlight the importance of continuous professional learning and development.
Notably, the observation reinforced the significance of communication in Hospice social work. In this setting, effective communication not only facilitates access to practical support but also contributes to emotional and psychological well-being. This is consistent with NICE guidance, which emphasises the importance of holistic communication in end-of-life care (NICE, 2019).

Word Count: 1248 










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?
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