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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:  4th September 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).

For my observation, I delivered a child protection conference report six days prior to the review conference. In line with the Wales Safeguarding Procedures 2019 (Social Care Wales (SCW), 2019), social workers must ensure reports are available at least two working days before the meeting, allowing time to read, reflect, and prepare.
The case involves a white Welsh mother of two children, aged 4 and 2, living in a semi-rural community in South Wales. The area is known for close-knit communities, where cultural ties and informal support networks strongly influence family life. I became involved due to concerns around Mum’s alcohol and cocaine use, which impacted her parenting capacity. She is diagnoses of severe anxiety, emotionally unstable personality disorder, and complex PTSD. 

Spending time with her helped me understanding how she processes information, therefore, submitting the report early supported a trauma-informed, person-centred approach, by giving her additional time to process is (SCW, 2023b).

My practice is underpinned by the Social Services and Well-being (Wales) Act (SSWWA) 2014, which promotes well-being, voice, and control. Part 6 emphasises respecting individuals’ wishes and feelings, whilst promoting dignity and respect. Although the mother’s first language is English, she strongly identifies with Welsh culture and values culturally aware support. I applied the Active Offer (Welsh Government, 2019a) and More Than Just Words (Welsh Government, 2022) Framework to support culturally sensitive care and awareness of her Welsh language rights.

I gained verbal consent from the mother for my practice lead to observe me, after explaining the purpose of the observation. The mother is aware of her involvement in supervising me on the case and expressed interest in meeting her. I followed the Code of Professional Practice (CoPP) (SCW, 2017), ensuring ethical and inclusive practice. Had the observer been an entire stranger, it could have caused her distress, and therefore, involving her in the process upheld the values of empowerment, transparency and trust, essential to ensuring ethical practice (Burke and Newman, 2022; SCW, 2025b).

(327 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).

Critically reflecting on my practice as a social worker is crucial for professional development, ethical decision-making, and improving outcomes for service users. Wilkins (2024) highlights that reflection enables practitioners to examine assumptions, emotional responses, and broader social and cultural contexts, enhancing the quality of care. However, reflection must be balanced with respect for the family’s right to privacy, as outlined in the Human Rights Act 1998 and the Data Protection Act 2018. To uphold these principles, I have anonymised all identifying details.
I have worked with this mother for nine months, building a relationship based on empathy, respect, and consistency. She has diagnoses of emotionally unstable personality disorder, severe anxiety, complex PTSD, and potentially undiagnosed ADHD. Our conversations are often unstructured and emotionally charged, requiring me to adapt my communication style to provide space, time, and sensitivity. This has helped me understand how she processes information and how best to support her.
During the observation, I applied a trauma-informed and person-centred approach, recognising her emotional and psychological needs. I broke down information into manageable sections, paused frequently, and invited questions. This aligns with the Social Care Wales CoPP (SCW, 2017; CoPP 2.1), which requires communication that promotes dignity, respect, and understanding. I used a calm, steady tone and slowed my speech to avoid overwhelming her. These choices were intentional: they helped regulate the emotional intensity of the session and created a safe space for engagement. Her body language demonstrated a relaxed posture, steady eye contact, and verbal affirmations, indicating that this approach was effective.
My ability to adapt my communication style demonstrates how I applied analysis to inform intervention (Occhituo et al., 2024). I used active listening techniques, including paraphrasing, summarising, and checking for understanding. For example, when she expressed concern about how professionals perceived her, I reflected her words back and asked clarifying questions. This helped her feel heard and validated, which is essential in trauma-informed practice. When she appeared overwhelmed, her speech became fragmented, she looked down, and her breathing quickened. I paused the session and offered a break. She accepted and asked to vape, and we had a general conversation about her week. This moment allowed her to regulate her emotions and re-engage on her terms.
Working in Wales, I am aware of the strengths and challenges within Welsh communities. In semi-rural areas, families often rely on close-knit networks, which can foster resilience but also present barriers, such as stigma around mental health and limited access to specialist services. I kept these factors in mind, using anti-discriminatory and anti-oppressive practice (SCW, 2025a). The SSWWA Act 2014 highlights the importance of co-production, so I involved the mother in decisions about her and her children’s care, recognising her expertise in her own life (Andrews et al., 2023).
When my practice lead and I arrived, her drug and alcohol worker was already present. Although she invited us in, I asked if she preferred, we wait outside until he finished. She declined, but I repeated the offer to reinforce her autonomy. This small act was intentional to give her control over the environment and reduced the power imbalance in statutory roles. It also demonstrated respect for her emotional boundaries. Her relaxed body language and continued engagement suggested she felt safe and respected.
After her worker left, I checked again that she was comfortable with my practice lead being present. I asked where she would prefer us to sit, rather than assuming. This was more than politeness as it was another deliberate strategy to reduce the power imbalance and promote psychological safety. Giving her control over the physical space helped her feel more at ease and reinforced the principle of empowerment, which is central to trauma-informed practice (GOV.UK, 2022). The Equality Act 2010 also underpins this approach, requiring professionals to actively promote equality and remove barriers to participation.
Before reading through my report, I offered her another break, noticing subtle signs of emotional strain, such as, tightened facial muscles, fidgeting, and reduced verbal engagement. She accepted and used the time to vape, which helped her self-regulate. This demonstrated the importance of pacing and emotional attunement in communication. Trauma-informed practice encourages practitioners to avoid re-traumatisation by allowing individuals to set the pace and choose how they engage (GOV.UK, 2022).
When she was ready, I began reading the report, highlighting how well she had engaged with professionals to address concerns around substance use. I paused regularly to check her understanding and invited her to share her thoughts. This promoted collaborative communication and decision-making, essential to ethical social work (SCW, 2017; Community Care, 2023). It also reinforced the principle of working with families, not for or against them, embedded in the SSWWA 2014.
When she needed to collect her daughter from nursery, she asked us to remain in her home so we could finish the report afterwards. This indicated a high level of trust and comfort. Upon her return, her daughter, was initially shy but soon settled, laughing and smiling. This interaction highlighted the importance of relational practice and the role of non-verbal communication in building rapport. I used gentle eye contact, a warm tone, and open body language to help the child feel safe. I then asked the mother if she wanted to continue or take a break, and she chose to proceed. This again reinforced her control over the process and my commitment to person-centred care.
The mother is white Welsh and fluent in English, but I ensured the Active Offer was upheld by checking her language preferences. The More Than Just Words framework (Welsh Government, 2012) requires that Welsh language services are proactively offered, not just provided on request. While she preferred English, my preparedness to adapt upheld inclusive and respectful practice. As Davies (2017) states, even small gestures, such as using basic Welsh greetings or correctly pronouncing names, can foster trust and signal cultural understanding. In Wales, being culturally sensitive also includes recognising the impact of rural isolation, stigma around mental health, and the importance of community-based support networks.
Before the observation, I reflected on my communication skills and consulted with my practice lead. I considered how my own communication style could support emotional safety. This preparation helped me feel confident and responsive. I was particularly mindful of non-verbal cues, such as tone, body language, and pacing. For example, I maintained a soft tone, avoided abrupt changes in volume, and used open gestures to signal warmth and attentiveness. These choices helped create a calm and supportive atmosphere, which was reflected in the mother’s willingness to engage and share openly.
The observation required me to exercise professional judgement in a complex situation. Balancing the need to deliver a formal report with the mother’s emotional needs demanded flexibility, empathy, and ethical reasoning. I continuously assessed her emotional well-being and adapted my approach accordingly. This dynamic decision-making reflects the integration of theory, values, and practice, and is a core aspect of social work in Wales.
Power imbalances are inherent in statutory social work, particularly in child protection contexts (Karim, 2023). I am acutely aware that my role carries authority, which can be intimidating or retraumatising for individuals who have experienced disempowerment. Throughout the observation, I took deliberate steps to minimise this imbalance. I offered the mother choices at every stage, including where to sit, when to take breaks, and whether she was comfortable with my practice lead observing. I explained my role and the purpose of the observation in clear, accessible language and invited her questions. These actions were not just procedural; they were rooted in ethical practice and aimed at fostering trust.
I also reflected on the impact of my own identity and position, considering how factors such as professional status, ethnicity, and language might influence our interaction. Being transparent, approachable, and consistently seeking her input helped shift the dynamic from authority to collaboration. This approach is ethically required by the SCW CoPP (SCW, 2017; CoPP 2.1) and essential for meaningful engagement. I am aware that poverty and discrimination can exacerbate power imbalances, especially in some Welsh communities. This is why I ensured the mother’s voice remained central throughout, guided by anti-oppressive practice and the Equality Act 2010.
In conclusion, the observation allowed me to demonstrate a range of communication skills, including active listening, emotional attunement, non-verbal sensitivity, and culturally informed practice. More importantly, it challenged me to reflect on the “why” behind each choice; why tone matters, why seating arrangements impact power dynamics, and why pacing supports emotional safety. These reflections have deepened my understanding of ethical, person-centred social work and strengthened my commitment to trauma-informed, inclusive practice.

(1426 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?  Or, if delayed, did he or she contact you?

	Yes, Bec was on time. If she is ever late or needs to rearrange, she always contacts me.

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

	Yes, Bec explained why Jenna was coming. She explained what her role was and why she was coming to observe today. I know that she is doing her course to show her learning since she qualified and that Jenna is observing how Bec does.

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

	Yes, we were going through the report for conference.

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

	Very well prepared, I always feel that Bec is prepared. Sometimes we change what we are going to do/talk about depending on how I feel – if there is something I want to talk about I know I can just do that and Bec will listen and adapt what we were going to do to fit what I need. She can tell when I need to talk, listen, when I am calm, angry, happy and when I need a break.

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

	I feel she always listens and respects me. We have such a good relationship, she knows me so well. Like I said, she knows when I need a break, when I can listen, when I need to talk or rant, when I want some advice, when I want to share something positive, when I am overwhelmed and need a break. 

I have never felt judged by Bec, and I have with some other workers in the past. She never judges me, I can tell her anything. 

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

	Yes – she knows me so well. She writes things in a way I can understand, and that I feel reflects how I feel and what I have achieved. She is honest about the difficulties I have with my mental health and my family, but words this in a way that is least hard to read.

Bec always gives me a break when I need it, she can tell by my body language. She will offer to stop and restart, offer for me to get a drink. Bec reads things out to me and talks things through and checks I am happy with it.



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

	I really love having Bec as my social worker, when she was off for a while I felt lost and didn’t know how I would do it without her. I am so grateful for her support I think it may have been a different outcome for us if I did not have her. 

	Are there any other comments or suggestions that you would like to make?
	Just want to say thank you to Bec for all you have done and all you do for me and for my kids. I am so grateful.
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