Assessed and Supported Year in Employment for Newly Qualified Social Workers


Guidance on obtaining feedback from other professionals, service users and carers

There is no single way in which NQSWs should seek feedback from service users and carers. The agency or setting in which they are working, and its culture in terms of service user and carer feedback will impact on how such feedback is incorporated into practice. Questionnaires or feedback forms may appropriately be used with some users (see below), but the use of questionnaires is unlikely to be the most appropriate method of gaining feedback from other users. Feedback can also be gained through carefully prepared questions, particularly at key points (e.g. ending a piece of work). 
A number of approaches may be used by NQSWs to obtain feedback:

1. Questionnaires or feedback forms: these can be based on questions generated by service user/carer groups (e.g. welcome, respect, helpfulness, ability to communicate and/or  give information, show sensitivity, listen, give constructive advice, share future plans and arrange when and where to meet again) and/or draw on the nine PCF capability domains.  A questionnaire may be most appropriate where work has been undertaken over a period of time in a relatively formal setting (e.g. group work). A simple open-ended feedback form may be appropriate in some circumstances. If a questionnaire or feedback form is used, the NQSW should think carefully about how and when to use it, ensuring that the design is appropriate to the situation (including the communication needs) of the service user or carer. 

2. Direct observations: When an observation of practice is planned, wherever possible the service user(s)/carer involved should be asked if they are willing to be part of the process. If they agree it is the responsibility of the PE and the NQSW to ensure that the service user/carer is given the opportunity to comment on the NQSW’s capabilities, and/or for the service user/carer to be given feedback about the NQSW and PE’s own assessment. Not all service users will be able or want to be involved in the whole process; others will be willing to contribute and to be part of the assessment process. The PE and the NQSW will need to plan how this is managed, using their knowledge of and relationship with the service user to ensure that this is comfortable for all the parties involved.

3. Supervision records: the PE and WBS should note whether or not the NQSW reports on feedback from service users and carers about their work, and should encourage them to regularly incorporate this into their practice, noting how their skills in undertaking this develop over time.

4. Work products and records: the PE/WBS should note whether or not there is evidence that the NQSW elicits feedback from service users and carers about their work, and if not encourage them to regularly incorporate this into their practice.

5. Critical reflection: all exercises that NQSWs are asked to undertake should incorporate a specific requirement to reflect on the way/s in which feedback was elicited from service users and carers and the learning derived from this.

All evidence given of the NQSW’s work to elicit service user feedback should also include indications of the NQSW’s consideration of the following issues/questions:

· Why have I decided to use this format?

· Why have I used these words, phrases, questions?

· Is this the best form of communication for this individual?  How have I checked this out?

· What is the quality of the feedback?  What could have influenced this?  Could it have been better?

· How have I used the results?  Have they affected my practice, thinking, skills or knowledge?

· Why I am asking for feedback?  Is it the normal practice of the team, agency or organisation that I am working in?  If not why not?  If so, have I used their process or developed my own, what were the reasons behind either decision?

· How can I distinguish feedback about my own practice from feedback about the agency’s policy/approach?

· How might I distinguish feedback about my own practice from feedback about the practice of other professionals involved (e.g. health), and or of the multi-professional working (or lack of it)?

FEEDBACK FORM

(Service User/Carer)

	Name of NQSW
	

	Placement Setting
	

	Name of Workplace WBS (if applicable)
	



The social worker / PE / WBS will help you complete this form if you ask them to do so. We understand that forms can take time, but would appreciate as much detail as possible, as well as ‘yes’ or ‘no’.
Did the social worker:

	Say who they were and explain what they were there to do? Yes / No

Can you tell us how they managed this? 

	Listen to you and give you time to talk about the things you wanted to say? Yes / No

Please tell us a little about how this happened.

	Make sure you understood what was being said? 


 Yes / No

Could you tell us how the social worker managed this?


Initials:






Date:
To ensure your confidentiality please do not sign this form – simply initial it. THANK YOU FOR COMPLETING THIS FORM

FEEDBACK FROM OTHER PROFESSIONALS

	Name of Student
	

	Placement Setting
	

	Name of Workplace Supervisor (if applicable)
	


	Brief description of work undertaken:

	Did the student demonstrate any specific strengths?

	Did the work highlight areas of knowledge or skill that you think the student needs to develop?


	
	
	Yes
	No
	Not Sure
	Not Applicable

	1.
	Did the NQSW communicate well with clients?
	
	
	
	

	2.
	Did the NQSW explain his / her role and involvement to the client?
	
	
	
	

	3.
	Did the NQSW work effectively with you?
	
	
	
	

	4.
	Did you feel the NQSW t had grasped the complexities of the client’s situation?
	
	
	
	

	5.
	Did the NQSW involve client and carer in discussion and decision-making?
	
	
	
	

	
	
	Yes
	No
	Not Sure
	Not Applicable

	6.
	Was he / she able to identify any risk factors involved and react accordingly?
	
	
	
	

	7.
	Did she / he try to provide suitable support opportunities or information for the client?
	
	
	
	

	8.
	Did he / she show understanding of discrimination and an ability to work in ways that counter discrimination and stigmatisation?
	
	
	
	

	9.
	Did he / she implement a piece of work and carry it through to a satisfactory conclusion?
	
	
	
	

	10.
	Did the NQSW deal sensitively with any conflicts e.g. between client and carer, between different workers?
	
	
	
	

	11.
	Did the NQSW deal sensitively with the end of her / his involvement and make proper arrangements for hand-over if appropriate?
	
	
	
	

	12.
	Any other comments?


Name: 






Role:
Date:
