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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:  22/06/2023_ _ _ _ _ _ _ _ _ _ _ _ _ 

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).

Person 1 was referred to our service by a Supported Living Coordinator (SLC) who had concerns around ability to manage independently, and undiagnosed learning difficulties. The plan was to meet with Person 1 for a screening assessment to determine whether there were any current care and support needs, as is 1’s rights under the principles of the Social Services and Wellbeing (Wales) Act (SSWB(W)A) (2014) (Welsh Government [WG]; 2014). 
1 identifies as  female and lives alone in a self-contained bungalow on a housing project in a coastal town within a County where the percentage of Welsh speakers is relatively low by national average (WG; 2023). There are good transport networks to, and from, the town, and a number of accessible services.
Initial contact was difficult with 1 as she has no access to a phone and requires support to read  letters. 1 uses an intercom to communicate with her SLC. To set-up the initial meeting with 1, I relayed my messages to her SLC and awaited a response. I ensured that her SLC asked 1 if the visit could be observed with me, not 1, being the focus of the observation, clearly defining the reason why; I also clarified that she could refuse if she was not comfortable. 1 replied through her SLC that she had no problem with this, and I had no reason to doubt her as an individual with assumed capacity able to make informed decisions (Mental Capacity Act [MCA]; 2005). I knew that she had met my mentor previously and therefore would feel at ease with no negative impact.
I was aware through supervision and  reading the referral that 1 had settled in the area from across the border, and her identity of being from a specific geographical region in England is strong. Although, as not to assume, the ‘Active Offer’ was offered on  arrival (WG; 2015); I asked her preference for the assessment to be conducted in Welsh or English; 1’s preferred language was English.   

Word Count - 330








	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).


At the beginning of the observation, I offered 1 the ‘Active Offer’ without making assumptions on language choice. In social work, language is a powerful tool that we use to communicate (Shannon; 2019), and it is evidenced through Practice Reviews that assessing individuals in the language that is not the service user’s preferred language can harm the chances of successful outcomes (NSPCC; 2014) and the building of trustful relationships with individuals who receive a service (Code (2) of Professional Practice) (Social Care Wales [SCW]; 2017). As a bilingual social worker, I am acutely aware of the power of language when conducting assessments, and the potential for power imbalance when conversations with service users are not carried out in their language of choice (in addition to the words used) (Goyner; 2021). Although having prior knowledge of 1’s cultural and linguistic background, I was conscious not to assume language choice but still to offer the ‘Active Offer’ in a way that would not make 1 feel judged for not being a Welsh speaker (Biestek; 1953). The ‘Active Offer’ as outlined in the Welsh Government Framework, ‘More than just Words’ means  people are given a service in Welsh without having to ask for it (WG; 2022). 
When we entered 1’s home, I asked 1 where she would prefer for us to sit, and began the assessment by making 1 feel comfortable by commenting positively on her home and asking about the pictures up on her wall. I had not previously met 1, and had only communicated with her through a third party due to communication difficulties in getting in touch with 1 as her sole mode of communication is through an intercom system that is linked with emergency services and her SLC only. When we arrived, 1 was waiting outside her house for us and invited us inside. I introduced my mentor (the observer) and again confirmed if she was happy for the meeting to be observed and stipulated why; 1 confirmed she was happy with this, and confirmed that she had previously consented to this through her SLC. 
Using a combination of gentle and non-offensive verbal and non-verbal cues I first made 1 feel at ease and relaxed. Beginning with small talk was part of my communication strategy which worked well as 1 began to notably relax as she began talking about her dog which she had to give away as she was struggling to look after him. 1 was eager to talk and I sensed that she struggled with loneliness and did not have many people whom she could talk to, and I had to apply a different communication strategy to steer the conversation back to the assessment. I did this by relating 1’s own care and support needs to her dog’s and asking her why she felt she needed to give him up, which would give me some insight into what it is that 1 finds difficult to manage independently, whilst also giving 1 an opportunity to talk about her dog (SCW; 2017). 
1 had a tendency to go off tangent at times and I had to focus the conversation by making sure that 1 felt listened to by using a SURETY non-verbal communication strategy (Stickley; 2011),  ensuring through non-verbal communication that 1 felt that her voice was being listened to. Using the SURETY model, I sat across from 1 without folding my arms and legs, and leaned forward to demonstrate active listening (National Health Service [NHS];2021). I maintained eye contact throughout, and used my intuition when I felt I had an opportunity to focus 1 when she went off-tangent without seeming offensive (Stickley; 2011). This achieved two things; it made 1 feel listened to and it helped to establish a rapport of trust which helped later on when we began to discuss more specific and painful subjects.  
1 has lived in her current accommodation since her father died in 2018, and although supported by her SLC, does not have additional support networks. Since establishing a level of trust through active listening and non-verbal cues earlier on, I focused the conversation on how 1 had been coping living independently since her father died. This was made easier by earlier giving flexibility to 1 by allowing her to show us her pictures, which also demonstrated practising a person-centred approach (Rogers; 1979) and by recognising 1’s ability for self-understanding and tapping into that to inform identification of any support needs. 
I had previously identified that 1 may feel lonely, but as the session progressed it became clear that 1 was also suffering from a sense of loss and grief not only pertaining to the death of her father, but also suffering from the ‘ambiguous loss’ of having to give up her dog and companion (Mayo Clinic Health System; 2023). I felt that I demonstrated emotional intelligence during what I perceived to be moments of reflection by 1 whereby I would allow the silence to linger for a moment before offering words of sympathy (Herland; 2021). 
1 then told me that she intended to get another dog. Using open questions and statements, I explored this issue further by firstly making statements based on what 1 had previously told me about her difficulty with her previous dog, and then asking what had changed since. As her ability to remain within her monthly budget had been cited as one of the main reasons for referral, I asked 1 a closed question (statement) about how getting another dog would strain her budget further, and an open question on what she would do differently. I exercised non-judgemental practice whilst discussing the dog by acknowledging the difficulties of 1’s situation (such as commenting on the cost of living crisis and difficulties faced by many to afford the basics) whilst not making any judgments of 1’s own ability to care for a dog. 1 would also make statements of self-judgement, which I did not mirror, and instead explored the reasoning behind this.  
As social workers we often have to be time conscious, and at times during the observation I was conscious of the need to focus on what the support needs are and identify outcomes; however,  I felt it was important to give 1 the time to communicate at her own pace and to be given the space to express herself, with a gentle nudge back to an outcome-focus when I felt it appropriate. I was able to identify outcomes through asking what 1’s day-to-day routines are like and it became clear that 1 was struggling with her mobility which was impacting on her ability to complete everyday tasks such as shopping and cleaning, as well as her access to the wider community. 1 and I agreed that I’d refer to occupational therapy, and through using a person-centred approach I included 1 in the entire decision making process with 1’s wishes and feelings central to the identified outcomes, and working in partnership with 1 to identify this need (WG; 2014) (SCW; 2022).   
Following the observation, I received feedback from the observer which has informed my own evaluation and reflection of how the observation went.  Using Borton’s (1970) ‘What’ model of reflection that was cited by Dabell (2018), I’ve reflected that my intention at the beginning of the visit was to assess and/or identify eligible care and support needs in line with SSWB(W)A 2014 and our own criteria for social support (the ‘What’). Having further reflected on the ‘So What’, I’ve concluded that I should have had more awareness prior to the observation of the community where 1 lives, and how language, age and disability can become barriers creating social exclusion and isolation. Also,  that I needed to widen my skills in talking about, and acknowledging, markers of social isolation (something which I am beginning to learn is fairly common and can impact on people’s mental health deeply), and to build on local knowledge so as I can better offer signposting. Although I would say that the observation went well, and I was able to identify outcomes, I reflect on my need to learn and develop my knowledge of local resources to more effectively signpost through research and networking, and develop my assessment skills further through training and supervision (which is the ‘Now What’ ).  

Word Count – 1375 













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?

	Cai 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- I knew there were two people coming and Cai explained it. 

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

	Yes

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

	He was prepared. 

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

	Yes, I felt very comfortable

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

	Yes, he was very clear and explained things.



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

	It has been really helpful and what I 
wanted. I would be happy for Cai to come again and he answered all my questions

	Are there any other comments or suggestions that you would like to make?
	No 
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