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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:  08/02/2024

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).

Context 

Within this piece of work I will critically reflect on my communication skills during an initial assessment. The objective of this work is to gather information through using the “What matters” conversation (Social Care Wales, 2019). The what matters conversation explores an individuals’ wishes and feelings to identify realistic personal outcomes.  The information is analysed to make an assessment of the individual’s needs, who I refer to as 1. The legislations applied in this work are the Social Services and Wellbeing (Wales) Act 2014, Human Rights Act 1998, and Welsh Language Act 1993. 
1 identifies as a White British female with no religion. Her spoken language is English. However, 1 is living in a rural village location where Welsh is the main language. 1 moved to Wales from England to retire with her husband as they have holidayed a lot in Wales throughout their married life. 1 cares for her husband who is visually impaired, and has no family or friends in this area. 1 has been diagnosed with cancer and is concerned about how she will manage to look after her needs and her husband’s without any friends or family to support. 1 explained how she feels lucky to be living in this area of Wales and how she is grateful for neighbours within the accommodation.  
Before the assessment, a telephone call was made to the individual to confirm their wish to have their needs assessed and to schedule an appointment. During this phone call, I enquired whether the individual would be agreeable for a colleague to observe my practice and gain feedback following the assessment. I chose to undertake my observation of this practice as I felt that this individual would give good critical feedback of my practice. However, I was apprehensive that they could be hesitant due to her expressing previous negative experiences with professionals. Consent for observation of my practice was provided by the individual during this initial phone call. The assessment was completed within the individual’s own home. Consent was obtained for a second time upon arrival at the individuals’ home, before commencing with the assessment.  
Word count = 352










	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).

Critical reflection

Language needs
During the initial phone call to 1, an Active Offer of the Welsh Language was made, following the Welsh Governments “More than just words” framework (Welsh Government, 2012). The aim of this framework is to ensure that practitioners recognise the importance of language needs, and the need for people to receive a service in their first language, without having to ask for it. It is essential when completing assessments with individuals to ensure that they are able to communicate in their language of choice, as this enables them to be able to express themselves more clearly and have a better understanding of the conversation. This consequently ensures that the appropriate needs and outcomes are identified during the assessment (Bowen, 2001). 
Subsequently, this then allows provision of appropriate services and support for the individual. When reflecting on my own practice, a learning need identified is for me to further develop my own Welsh language skills and confidence in using the Welsh language. However, I always ensure to make an active offer of the Welsh language and ensure the service user’s needs are met, despite lacking in confidence with my own Welsh language skills. 
During this practice, the active offer of the Welsh language was declined by 1 as she does not speak the Welsh language. Regardless of 1 not being able to speak Welsh, 1 made the decision to move to Wales from her home town in England as she finds the Welsh culture comforting and feels that Wales has become her home. 1 spent many holidays in her current home time when she was younger and has built up a community of friends. 
Communication methods and skills 
I explained to 1 what my role is and the purpose of the needs assessment to be completed. I also explained what my observer’s role is and the reason behind the need for an observation of my practice. On arrival at 1’s home, I again introduced myself and my observer and obtained consent. Before beginning the assessment, to enhance my communication with 1, I waited for 1 to choose her own seating and waited to be invited to sit. 1 chose to sit on a higher chair than I, but wanted to be sitting next to me. I checked with 1 that she was able to hear me well, she confirmed she could hear me, although her hearing is impaired. I adapted to this information by raising my voice slightly, but not too much as to disrupt a calm tone of voice. Evidence suggests that warm communication and simple language can demonstrate to the individual that you are focusing on them and can consequently aid them in participation of the assessment (McLeod, 2019). 
To further encourage communication and openness, I used open and relaxed body language and ensured to maintain good eye contact with 1. 1 was adaptive to this in that she leaned closer to me and replicated good eye contact back. I feel that this allowed a rapport between myself and 1 to be established quickly. Wilson et al (2009) state that the relationship between a social worker and the individuals is crucial in ensuring a person-centred approach. They argue that the social workers empathy, genuineness and positive regard can help build good rapport with individuals. Relationship-based practice has been identified as producing better outcomes for individuals and ensures a person-centred approach to care planning (McMullen, 2017). This also ensure that I am working within the Social Care Wales (2017) Code of Professional Practice through ensuring appropriate ways of establishing trust and confidence. 
Despite 1 being a carer for her husband, this was not a carer’s assessment and was instead an integrated assessment of 1’s own care and support needs following her diagnosis of cancer. 1 has been proactive in seeking support for herself and would like to ensure that planning for the future will help avoid any crisis situation whereby her or her husband’s needs are unmet. In future practice, I will ensure to highlight this point more clearly to individuals who are carers but have their own needs also. 1 did frequently discuss her husband’s needs in place of her own which required me to redirect the topic of conversation back to her own needs. 
During the assessment, I used open-ended questions to ensure that 1 was able to express her wishes and feelings without feeling restricted by “yes” or “no” answers. 1 led the conversation by explaining what matters to her and asking lots of questions. I ensured to utilise active listening to demonstrate my interest and willingness to support. Active listening has been described by Weger et al., (2014) as reflective listening, empathic listening and attentive listening which ties in with the seven sections of the Social Care Wales Code of Professional Practice (Social Care Wales, 2017). Active listening has been established to build on rapport between social workers and the individual and is considered as an integral part of professional curiosity (Aspinwall-Roberts, 2014).
 It is important to ensure, where possible, that the individual is able to take the lead in conversation, as, they are the experts in their own lives (Aspinwall-Roberts, 2014). 1 was able to do this and required only minimal encouragement to express her wishes and feelings. However, at times, 1 did divert from the topic of conversation which could have become problematic due to there being a limited time during this appointment to gather the information required to complete an assessment of needs. 
Reflection and Evaluation  
Using Borton’s (1970) reflective framework: what? So what? And now what What? So What? Now what? I am able to reflect on what happened during the assessment, what has been accomplished and where my practice can be developed. 
During the assessment, 1 and 2 were both fully engaged in the What matters conversation and were openly discussing what their wishes and feelings are. However, as this was an assessment of 1’s care and support needs rather than a carer’s assessment, as 2 was present and involved during the assessment, there were frequent interruptions. This resulted in 1 frequently deterring from discussing her own needs, and resorting to discussing the needs of her husband. 
On reflection, the assessment process could have been improved if there was an opportunity to complete the assessment separately from 1’s husband. This could have avoided any interruptions during conversation, as well as any deviation from the focus of discussion being on 1 and her needs, rather than her needs as a carer and those of her husbands. 
Word Count = 1086





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?

	She was on time.

	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 phoned me up before the visit, she explained why there was an extra person coming and that it was part of her ongoing learning

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

	Yes.  I made contact to have a social worker so I was already clear why she was visiting me.  She listened to me but also explained what she can do to help.

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

	She seemed very organised and knew what she was talking about.  She knew why I had contacted social services and was aware of my circumstances.

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

	She was aware of my visual impairment and asked about my sight loss and how it affects me.  She made sure I could hear her and sat close to me so I could see her and hear her.  She also listened to my husband who was talking.

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

	Yes, she was considerate towards my visual impairment.  She spoke in a friendly and clear way.  I am not Welsh speaking and I like to talk and be listened to which she did well.
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