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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:  _ _11/03/2026 _ _ _ _ _ _ _ _ _ _ _ 

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).

I conducted the observation of practice with Citizen 1. Citizen 1 has complex mental health and neurodiverse needs, including attention-deficit hyperactivity disorder, obsessive-compulsive disorder, schizoaffective disorder and anxiety. The purpose of the observation was to assess Citizen 1's needs, which is a legal requirement under the Social Services and Wellbeing (Wales) Act 2014 as highlighted in Section 19 of the legislation. The objectives of the observation were to apply analysis in assessment and work collaboratively with Citizen 1 to identify his goals and wellbeing outcomes. The observation took place in a private room within the social services offices in the afternoon, as this was the preferred location and time for the citizen. Citizen 1 derives from a predominantly English-speaking town and achieved low educational attainment. It was important that throughout the observation, I considered the language and learning needs of the individual to aid communication during the assessment. Despite already knowing that English was Citizen 1's preferred language, I planned to open a conversation regarding the Welsh language and his own communication preferences, in line with the “Active offer” and “More than Just words” (Welsh Government, 2022). Planning was conducted prior to the assessment to ensure that information was provided in easy-read formats and that reasonable adjustments were made to support Citizen 1, as required under the Equality Act Wales 2010. Consent for the observation to take place was obtained on three separate occasions with Citizen 1. Consent was gained whilst arranging the observation, on the day of the observation, as well as at the beginning of the observation. I considered the impact of the observation on Citizen 1. I was aware that Citizen 1 would feel nervous if they felt that they were under assessment. I considered the power imbalance between myself and Citizen 1. I offered reassurance and utilised the rapport built to keep the assessment informal to ease his anxieties. 

313 Words









	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).


I will be utilising Borton’s (1970) three-stage model of reflection to critically reflect on the communication methods and skills used during the observation. Throughout this reflection, I will be interweaving the ‘What, so what, now what?’ model to critically reflect on the observation and make links to communication, social work ethics, culture, and language within practice. I will also refer to the “Active Offer” and “More than Just words” (Welsh Government, 2022). 
What?
It was important to utilise a person-centred approach throughout the assessment to ensure that I was adaptable to Citizen 1’s communication style. One communication style I used was verbal communication. I was aware prior to the assessment that Citizen 1 could at times lose focus during conversation. A structured assessment process would not have worked for his communication style, so I was flexible in my approach to the conversation. I allowed Citizen 1 to speak freely about what was on his mind but gently guided him with verbal cues in order to obtain the information required for the assessment. This allowed Citizen 1 to feel in control of his own assessment, as share his own experiences. In addition, prior to the assessment, I prepared easy-read information, so Citizen 1 had access to written information as well as verbal information. I was aware that Citizen 1 at times could find it difficult to retain information, so this enabled Citizen 1 to recall what was discussed in a method that was accessible to him.
So What?
This takes influence from Arnstein’s (1969) ladder of citizen participation. He looks at how citizens’ participation is linked to power imbalances. The idea of working in partnership with the citizen and giving them control over decision-making will aid participation and give the citizen power over their own lives. By giving Citizen 1 the space to verbally communicate his own wishes and feelings, it allowed Citizen 1 to make decisions about his own personal goals and outcomes. This is in line with the first code of professional practice, which respects individuals' wishes and promotes their rights and interests (Social Care Wales, 2026a). Providing Citizen 1 with information in different types of formatting enabled him to engage in the assessment process more freely in an equal partnership. 
Now What?
Understanding an individual’s learning needs is crucial in communicating and working collaboratively with citizens. Social Care Wales (2026a) states in their code of practice that practitioners “must promote the well-being, voice and control of individuals” (Social Care Wales, 2026a, p. 5). One of the ways I will do this moving forward is by asking the citizen about their communication and learning styles. This will enable me to promote their well-being, voice and control more effectively through assessment and intervention. In addition, Citizen 1 provided feedback which stated that I had not been clear in explaining the purpose of the assessment. In future, I will explain this at the start of the assessment and use summarising skills to check that the citizen has understood this. 
What?
It was important that Citizen 1 felt listened to throughout the assessment. Citizen 1 has often described feeling that professionals don’t always understand his mental health. I utilised active listening skills throughout the assessment. This used skills though body language and affirmations to show Citizen 1 that I was listening. I did this through nodding, affirming by saying ‘yes’, and through open body language and eye contact. I also used open-ended questions led by Citizen 1 to allow him the space to discuss more sensitive topics if he wished to. Throughout the assessment, Citizen 1 touched on sensitive topics such as trauma. It was important that I was able to use active listening skills and show empathy for his experiences. 
So what?
Gaillard, Shattell, and Thomas (2009) state that “for mental health patients being understood is an experience that evokes feelings of importance, worthiness, and empowerment” (Gaillard, Shattell, and Thomas, 2009, p.191). Thus, it was important that I used active listening skills to show citizen 1 that I was invested in the conversation and valued his experiences. I evidenced this through questioning Citizen 1 further on things he had said. For example, when speaking about his family, he mentioned he was still in contact with his brother. I asked if this was the brother in XXX location to show that I was listening and had an interest in what he was telling me. This also showcased that I had remembered key information about his life from prior conversations. In addition, showing empathy is an important aspect of active listening. During the observation, Citizen 1 spoke about trauma he had endured in the past, and how he has still struggled to move on due to this. Through using body language and verbal reassurance, I was able to utilise active listening as a communication tool to show empathy and understanding. 
Now What?
Active listening skills are crucial to make citizens feel listened to and valued. It is important that individuals feel able to share their experiences without feeling judged. In the feedback provided by Citizen 1, he stated that he always felt listened to in our conversations. This was significant, as it showcased how I managed to gain and maintain the trust and confidence of Citizen 1, which is in line with the codes of social work practice (Social Work Wales, 2026a). To further my learning and development, I would like to complete further research around what communicative support I can offer to someone who has experienced trauma through trauma-informed approaches. 
What? 
I acknowledged the “Active Offer” and “More than just words” during the observation (Welsh Government, 2022). Prior to the observation, I discussed with my mentor how I would raise this within the observation. Having worked with Citizen 1 for a length of time, I was already aware that the citizen did not speak the Welsh language. I established that I would bring it up in a more natural way, enquiring whether the Welsh language was something that the citizen had interest in exploring further. I asked Citizen 1 whether he spoke the Welsh language, and he told me that he didn’t. We then explored whether this was something Citizen 1 wanted to learn. Citizen 1 had a basic understanding of Welsh words and numbers; however, he expressed wanting to learn the Welsh language as a future goal of his, once he was in more settled accommodation. 
So What? 
The Welsh Government (2022) states in the “More than Just Words” five-year plan that “one of the most important things for the individual is being able to communicate effectively to express feelings, thoughts and emotions” (Welsh Government, 2022, p.5). It is important as social workers that we offer citizens the opportunity to speak in their native language, as this aids communication and better outcomes for the individuals we support. The Policy, Ethics and Human Rights Committee (2012) states that within the social work code of ethics, practitioners should aim to understand people’s beliefs, values and culture to empower the citizens we support. Understanding citizens' preferred language can enable people to communicate and express themselves in line with their cultural needs. This would achieve better outcomes for the citizens we support. 
Now What?
Welsh Government (2022) highlight the importance of individuals being offered a service in Welsh without having to ask for it. In future practice, I will proactively offer the Welsh language to individuals I support. This would support them to explore language linked to their cultural identities. To further my development, I would also like to explore how citizens can access support to learn more about their culture and offer opportunities for citizens to learn the Welsh language. In addition, having an open conversation around their cultural needs at the start of assessments is an important aspect of understanding the cultural values of those we support within social work practice.

1308 Words









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?  

	Yes – always on time

	Did the social worker get permission before the observation? 

	Yes

	Did the social worker explain why they were being observed. 

	Yes – Training

	Was it clear why the social worker met with you today? 

	Sort of – might of not filtered what she said

	  How well prepared was the social worker?

	Always prepared

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

	Listens all the time, and I can hear her typing. 



	Did the social worker talk to you in a way that you understood? 

	Yes, if I don’t understand she always rewords it. 

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

	Tried her best. 

	Are there any other comments or suggestions that you would like to make?
	Doing a good job. 
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