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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:  _ _05/08/2026 _ _ _ _ _ _ _ _ _ _ _ 

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).

The purpose of the visit was to review Service User 1's mental health and wellbeing following a recent missing person incident. During the visit, I explored anxiety management strategies to help him better manage his worries and emotional wellbeing. We discussed making a referral for assistive technology (Lifeline service), as he experiences significant anxiety when he is alone in the evenings and worries that there may be no one available to help if he becomes unwell. Service User 1 has a history of travelling to England by train when his anxiety becomes overwhelming. He often leaves without informing others and does not take his medication with him. During these periods, he spends time moving between hotels, as he reports that being away from his usual environment helps to reduce his anxiety and provides him with a sense of control. As a result, part of the discussion focused on how he could be supported to manage his anxiety more safely and ensure that he continues to take his medication when away from home.
We also considered the impact of his recent COPD diagnosis and any support he may require managing his health effectively. In addition, we discussed ways to promote his independence, including supporting him to manage his own medication when staying away from home. The visit also provided an opportunity to explore supported accommodation options, ensuring that Service User 1 was able to express his views, preferences and wishes so that his voice remained central to any future planning and decision-making in line with the Code of Professional Practice (Social Care Wales, 2017), while encouraging active participation, choice, and greater personal responsibility. 

Word count: 272







	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).

Prior to the observation, I felt nervous and apprehensive. I was concerned that my nerves might affect my engagement and cause me to overlook important questions or impact my communication with the service user (Trevithick, 2023). However, my mentor provided me with reassurance and support before the visit, which helped me to feel more relaxed and enabled the conversation to flow more naturally.
During the engagement, I felt that I had built a positive rapport with Service User 1 and communicated in a warm and supportive manner. However, I noticed that when my mentor directed questions to him, I occasionally responded on his behalf or intervened before giving him sufficient time to answer. Reflecting on this, I believe I was motivated by feeling the need to support him, as I am aware that due to his autism, he can sometimes find it difficult to process questions, express his thoughts and communicate his emotions effectively (National Autistic Society, 2024).
Throughout the discussion, I maintained an open and relaxed posture, sitting with my body slightly angled towards him to create a supportive and welcoming atmosphere (Lishman, 2020). Recognising that he does not like to maintain direct eye contact due to his autism, I avoided intense or prolonged eye contact and respected his preferred way of engaging (National Autistic Society, 2024). By adapting both the physical environment and my communication style to meet his individual needs and placing Service User 1 at the centre of the interaction, I was able to promote his comfort, encourage meaningful participation, and develop a positive working relationship based on trust, understanding and respect (Social Care Institute for Excellence, 2023).
I used a combination of open and closed questions at appropriate points throughout the discussion. Closed questions were asked to Service User 1 to clarify information and check understanding, while open questions encouraged Service User 1 to reflect, express his views, and share his thoughts and feelings in his own words (Koprowska, 2020). Koprowska (2020) states this supports a person-centred approach by giving the individual opportunities to participate meaningfully in conversations and ensuring their voice remains central to the assessment. I was mindful of the need to communicate clearly and avoid professional jargon or complex terminology. Information was explained in plain language to ensure Service User 1 fully understood the discussion, the options available to him, and any proposed support plans. This helped promote informed decision-making and meaningful participation ().
The Active Offer (Welsh Government, 2012) was established at the start of the working relationship. The Active Offer is part of the More Than Just Words framework, which supports the Welsh Language (Wales) Measure 2011. The purpose of the framework is to protect the Welsh language and provide equality for Welsh speakers to communicate in their preferred language. The Active Offer involves proactively offering services in Welsh rather than waiting for individuals to request them (Welsh Government, 2012). It is important that people have the opportunity to communicate in their first language to support emotional expression and enable open and meaningful discussions (Welsh Government, 20212). Service User 1 can understand Welsh but prefers to converse in his first language, English which made it the communication more effective as English is the first language for us both. 
I was also conscious of my non-verbal communication and body language throughout the visit. As part of a person-centred approach, I considered the seating arrangements carefully and asked Service User 1 where he would like each person to sit during the meeting. This allowed him to exercise choice and control within the interaction, promoting his autonomy and helping to establish a sense of partnership. With his consent, I sat alongside Service User 1 rather than directly opposite him, as I felt this would create a more relaxed and less formal environment and help him feel more comfortable (Lishman, 2020). I was mindful of maintaining appropriate eye contact, adopting an open posture, and using facial expressions that conveyed warmth, attentiveness, and empathy. These non-verbal behaviours can help build rapport, communicate respect, and encourage service users to participate more openly in discussions (Thompson, 2018). By paying attention to both verbal and non-verbal communication, I aimed to create an atmosphere where Service User 1 felt listened to, valued, and able to contribute to decisions affecting him.
My previous knowledge of Service User 1's communication needs influenced my approach during the visit. Knowing that he can require additional time to formulate responses led me to anticipate what he wanted to say and, at times, speak for him. Although my intentions were positive, this may have unintentionally limited opportunities for him to express his own views and contribute fully to the discussion (Koprowska, 2020). In doing so, I risked making assumptions about his thoughts and preferences rather than allowing him sufficient time to communicate them independently. This could potentially undermine the principles of empowerment and self-determination that underpin person-centred social work practice. Looking back, I recognise that I could have used more purposeful silence, active listening skills, and gentle prompts to support Service User 1 to communicate at his own pace (Tedam, 2020).
The visit demonstrated my duty in complying with the Social Care Wales Code of Professional Practice, particularly the principles of promoting the rights, strengths, wellbeing and independence of individuals, respecting their views and wishes, and communicating in a way that is clear, respectful and inclusive (Social Care Wales, 2017). By adapting my communication style, respecting his preferred method of engagement, and ensuring information was accessible and easy to understand, I sought to uphold these professional standards and support Service User 1 to participate as fully as possible in decisions affecting his life (Social Care Wales, 2026).
I was also mindful that, alongside his autism, there are ongoing questions regarding the extent of Service User 1's learning difficulties and his level of understanding. At times, it can be unclear how much information he fully processes and comprehends, particularly when discussing complex topics such as accommodation options, health needs, risk management and future support planning. Service User 1 presents as a quiet and timid individual, and my experience of working with him suggests that he may sometimes agree with suggestions or decisions to avoid feeling like a burden or causing inconvenience to others, rather than because he fully agrees with them. This reinforced the importance of checking his understanding throughout the discussion, using clear and accessible language, avoiding professional jargon, and allowing him sufficient time to process information and respond (Thompson, 2018). It was essential to create an environment where he felt comfortable, valued, and safe to express his own views, wishes and concerns openly. This approach is consistent with person-centred practice and the Social Care Wales’s Code of Professional Practice, which emphasises respecting individuals' rights, promoting their voice and supporting them to participate fully in decisions that affect their lives (Social Care Wales, 2017).
This experience highlighted the importance of maintaining a person-centred approach and ensuring that individuals are given adequate time and space to communicate in their own way. While offering support is important, it is equally important to avoid making assumptions or speaking on behalf of a person unless this is clearly necessary or requested (Koprowska, 2020). Effective communication involves active listening, patience and empowering individuals to express their own views, wishes and feelings (Trevithick, 2023).
In future observations and visits, I will focus on allowing more time for service users to respond to questions, particularly those with communication difficulties or additional needs. I will use active listening skills, remain comfortable with periods of silence, and avoid answering questions on behalf of the service user unless appropriate. This will help ensure that their voice remains central to assessments, reviews and decision-making processes, promoting independence, dignity, and person-centred practice. I will also continue to communicate using clear, accessible language and avoid jargon to ensure service users fully understand information and are able to make informed choices about their care and support. Overall, I felt the visit was positive and productive, and it provided a valuable opportunity to reflect on and further develop my communication skills.

Word count: 1341












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?

	Jenny was on time like she usually is. 

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

	Yes, Jenny contacted me by phone to say she was being observed and this was part of a continued professional development course.

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

	Yes, the purpose of Jenny’s visit today was to see how I was after I visited England recently and to explain that I would be having a new Social Worker soon.

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

	Jenny was “top notch” and is always supportive. She helped me with getting a lifeline and planned for the company to visit me. Jenny also arranged a visit next week with my new Social Worker so I can meet her.

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

	Jenny always takes what I say on board, is patient and good to me. Jenny understands my situation.

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

	Yes, Jenny is easy to understand and explains things well.



I understand Welsh better than I can speak it. Jenny is aware that I would rather speak English and explained things clearly to me.



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

	Yes, Jenny was clear on what will be happening going forward.

	Are there any other comments or suggestions that you would like to make?
	Jenny has been a good Social Worker. She is very patient and understanding and I have enjoyed working with her. Jenny has supported me with my mental health and needs in general.
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