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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:  2nd July 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 obtained verbal consent for the observation from the grandmother.  I explained the purpose of the observation, who would be observing me and that feedback would be gathered.  I was aware that the grandmother may not feel as relaxed for this visit with a professional she was not familiar with being present which may have impacted on how she communicated.  Likewise, the child is one years old and was not familiar with the observer which could affect how they would usually interact.  I ensured I was respectful and listened throughout the visit, building trust to enable the grandmother to feel able to speak openly which is in line with the Code of Professional Practice for Social Care Workers (Social Care Wales, 2026).

I practice in Wales; therefore I follow the Social Services and Well-being (Wales) Act 2014 and the Wales Safeguarding Procedures (SCW, 2019).  The observation was a statutory child protection visit to a child who resides with their grandmother. Safeguarding procedures stipulate a child must be seen by a social worker at least every ten working days (Safeguarding Wales, 2019).  The local authority became involved due to mother’s mental ill health and substance use. As part of the statutory visit, the aims were to observe the child in their environment, assess their wellbeing and safety and discuss the current safety plan and care arrangements for the child which involved listening and answering questions the grandmother had.  

The family are White British and of Irish and English heritage.   The family live in a village in Wales and identify as an English-speaking family.  When I first started working with the family, I considered their culture, identity and language and provided the ‘Active Offer’ by asking if they wished to have communication in Welsh or English which they confirmed to be English.  This adheres to the Welsh Government (2022) framework, ‘More than just words’ by being provided with a language choice without them having to ask which is important for person-centre practice. 
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	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).


Communication is an important skill as a social worker and Ruch, Turney and Ward (2018, p.15) reported, “relationships are the medium through which social workers engage with and help people”.  Throughout the observation I used verbal and non-verbal communication.  I actively listened, asked questions using non-jargon language and was mindful to avoid professional jargon to ensure the grandmother had a clear understanding of our discussion and information provided. I feel it was positive that the grandmother felt able to share information openly, however, I am mindful that a young child can be overlooked and communication can largely take place with adults.  It is imperative to keep the child central, and I believe this was achieved during the visit. 

During the visit sensitive issues were discussed and I showed empathy when the grandmother was talking about the child’s mother’s mental health.  My visit was guided by information from professionals, such as health who are involved in the multi-agency child protection meetings.  This helped me to have a better understanding of mother’s health and the child’s needs and through active listening and asking the grandmother appropriate questions, it provided me with a better understanding of the worries and to identify the current care and support needs of the child and family.  This is reflected in the grandmother’s feedback where she states that she felt listened to. The child was one years old, therefore observational skills were an important skill for the visit.  I observed the child to be smiling, content and playing with her toys sitting near her grandmother.  The child showed age-appropriate wariness and looked towards her grandmother for reassurance, this supported me in assessing the wellbeing of the child and her relationships.  

I planned for the visit and thought of my involvement with the family to date.  I have worked together with the family for a few months which has gone well, therefore could identify that I had already formed a positive working relationship and built a good rapport with the child, therefore I was confident that I had the communication skills to undertake the statutory child protection visit.  As reported by Forrester et al., (2021), “Building trusting relationships is fundamental to effective social work practice”, and thus due to the professional relationship that was already formed it allowed for my communication style to be attuned to the grandmother’s feelings and her ability to openly share the worries about the child’s mother’s health.  Therefore, it would lead me to believe that my communication skills were effective and aligned with the Code of Professional Practice for Social Care Workers (2026) where I built a trusting, respectful relationship, was empathic and actively listened to her views and wishes.  Feedback from the grandmother would suggest that she felt listened to and described my communication as clear, straightforward and being supportive.  However, I recognise that as a social worker I will encounter many different and challenging situations and therefore effective communication needs ongoing development, and this can be achieved through supervision, reflection, training and learning from others. 

The observation was a statutory visit within the home environment and person-centred practice was vital when putting the child and family’s needs at the centre.  In using a strengths-based approach and non-verbal and verbal communication I was able to identify wellbeing, strengths and areas of worries where further exploration of support needs and information was required.  To enable this I used effective communication skills, I showed respect throughout the visit and actively listened to the grandmother’s experience of caring for her granddaughter, her anxieties and the uncertainties now and in the future.  This evidenced I was empathetic to the complexities of her caring role and worked in partnership by asking open-ended questions to ensure the child’s needs were being met and that the grandmother was having the necessary support to care for the child.  The Code of Professional Practice for Social Care Workers (2026) states the importance of service users having a voice and being able to express their views and wishes and I believe this was apparent throughout the visit and the next steps were clear.  It was apparent through discussions, the grandmother’s wishes for the long-term care of the child and I was able to provide some advice.  However, I recognised that it was important to clarify legal processes to ensure the information I was providing was accurate.  I understand the importance of checking information, getting advice to support my decision making and learning. 

The child was only one years old; therefore my non-verbal communication was important.  As Howe (2011, p.45) highlighted, infants communicate through actions first and then through words, therefore observations played a crucial role within the visit.  The child remained near her grandmother, appeared relaxed and looked towards her for reassurance, this showed she had a good attachment and felt at ease in the environment.  In addition, through engagement there was lots of non-verbal communication such as smiling, eye contact and babbling sounds which supported me to understand her development and support needs.  The child was not able to tell me verbally how she was feeling or if she had any worries, but from observations and looking at non-verbal cues I was able to formulate an understanding of the child’s wellbeing and home life.  However, I recognise that visits are relatively short and capture the child’s presentation within a small-time frame, therefore it is important to reflect on previous visits, as well as undertaking opportunistic visits and to work together with family and professionals which will provide a fuller understanding of the child’s life.  

As highlighted, communication and language are the core skills and requirement in the role of a social worker.  At the beginning of my involvement with the family I considered their cultural and language needs and provided the ‘Active Offer’ following the principles of ‘More than Just Words’ (Welsh Government 2022) where the family was asked if they wished for communication to be via the Welsh language.  I am aware the family are of Irish, English heritage, and their chosen language is English.  The 2021 Census recorded that only 17.8 percentage of the population could speak Welsh (Office for National Statistics, 2022), which is far below the expectation of the Welsh Government (2017) strategy of increasing the number of Welsh speakers to one million by the year 2050.  Although the family do not speak Welsh, I am mindful of the importance of inclusivity and for families to be able to communicate in their chosen language that they feel most comfortable with.  This evidences respectful, collaborative working, provides a voice and gives control to the family, promotes participation and person-centred practice which are values of the Code of Professional Practice for Social Care Workers (SCW, 2026).

From working with the family for a few months, I built a rapport and a trusting, respectful working relationship. On reflection of the feedback, I believe the established relationship supported and strengthened my communication with the family.  I actively listened, asked open ended questions and was observant of body language which supported the flow and easiness of communication.  The feedback stated that my language was clear and straightforward, and this led me to reflect on the use of terminology within different professional roles and how professional jargon can create barriers to effective communication, as highlighted by Thompson (2020, p.32) who stated it can, ‘reflect and reinforce oppression and inequality’.  

I feel a strength was my relationship-based practice which created a comfortable environment where the grandmother felt able to speak openly about sensitive information.  I showed empathy during the visit by listening and being non-judgemental which are fundamental aspects of communicating and understanding the families’ circumstances and needs.  It was important to keep the child at the forefront, and a challenge sometimes can be the young age of a child and ensuring their voice is heard; therefore I understand the importance of working with others to make informed opinions.  To develop my observations of the young child, I could have prolonged the visit and adapted my communication to engage in a play session which would have provided me with further information on the child’s development and attachments.  

The feedback gave me clarification that my communication was positive and instils social work values, she felt listened to, language was clear, straightforward and she felt respected and involved in care planning and decisions.  This led me to reflect on the importance of building relationships and how I communicate to ensure equality and inclusion.  This is consistent with the Code of Professional Practice for Social Care Workers (SCW, 2026) for families to feel valued, respected and heard. 
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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.

	Did the social worker arrive at the arranged time for the visit?

	The service user confirmed that we attended at the arranged time.

	Did the social worker speak to you in advance about the visit and ask for permission for her observer/supervisor to be present?

	The service used confirmed that Alison spoke to her about out visit and got her consent for me to attend and observe.

	Did you feel that the social worker listened to you?

	The service user felt that Alison was listening to her throughout the visit. She also commented that she felt that they have had good communication since she became involved.


	Did the social worker use ‘straightforward’ non-jargon language that you understood?

	The service user strongly agreed with this. She said that Alison is straight forward and clear in her communication.


	How do you feel the social worker communicated with you?


	The service user felt that Alison is making herself available whenever she needs to get hold of her. She will get back to her in a reasonable time frame.


	What do you think the social worker’s strengths are (e.g. are they courteous, do they communicate appropriately with you)?

	The service user felt that Alison was looking for ways to try and make things easier for their family. She felt that Alison was thinking of suggestions, solutions and ideas that would suite them. She said that she has referred for support and again said that Alison is straight talking and clear on expectations. 




	Any weaknesses, or anything the social worker could do differently to improve her communication?

	The service user did not feel that Alison had any weaknesses. She said that sometimes, Alison will call her when she does not have time or does not feel ready for a conversation, however, she acknowledged that Alison has the duty to keep her updated. We had a conversation about the service users confidence in telling Alison to give her a ring back at a different time and the service user confirmed that she felt comfortable to do this. She described Alison as forthcoming and professional.


	Any other comments about your experience of communicating with the social worker? 

	The service user said that Alison has been really helpful. She said that she has gone above and beyond. She has suggested practical solutions and would have supported late afternoon/evening. She said that Alison is very good at helping to sort problems.

The service user said that Alison is great, she is understanding, she is good with my daughter and granddaughter. She is very good at pointing out all the positives. The service user reflected that Alison has been in their lives for 6 months and that she feel comfortable with her and Alison is supporting them to keep their family together.
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