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Introduction
In this report I will be discussing a case study which relates to a 72-year-old woman who had been recently discharged from hospital after surgery for a hip replacement. I will be addressing the importance of effective communication within the context of Mrs Mann’s care and importance of good administrative skills within professional practice. I will also be highlighting the importance of working collaboratively with other professionals involved in Mrs Mann’s care. Post-operative care is fundamental part of healing process after surgery and provides a variety of advantages, including lowering the risk of infection, guaranteeing appropriate wound healing and avoiding blood clots. Prioritising post-operative care is crucial for a speedy recovery and to prevent the need for further medical treatment.  The aim of this report is to provide insights into the type of health and social care that requires post-surgery and discuss relevant legislation and policy framework to which apply in the health and social care sector.
Importance of effective communication
Good patient communication should start from the first point of contact within the NHS. The following principles should be applied to all communication with patients, particularly those post-surgery patients. According to one of the effective communication models Berlo’s SMCR model, this highlights how the sender’s and receiver’s characteristics affect communication. In Mrs Mann’s case, the communication between the care team, Mrs Mann’s daughter and Mrs Mann herself needs to be transparent and adjusted to cater Mrs Mann’s best interest. This can also be reflected in the transaction model whereas simultaneous, continuous exchange of information where participants are both sending and receiving messages at the same time, for example Mrs Mann’s daughter is acting as a language interpreter to effectively communicate on behalf of her mother.
It is important to respect and offer effective communication to all patients in a fair manner. As per the Equality Act 2010 which “protects people from discrimination in the health and social care sector, which includes nine protected characteristics: age, disability, gender reassignment, marriage/civil partnership, pregnancy/maternity, race, religion/belief, sex, and sexual orientation”. It requires health and social care providers to make reasonable adjustments to remove barriers for disabled people and mandates the Public Sector Equality Duty for NHS and other public bodies to eliminate discrimination, advance equality of opportunity, and foster good relations. Another way how to communicate clearly and effectively with Mrs Mann and their family members is by using the 7 C’s communication framework which consists of: Clarity, Conciseness, Concreteness, Coherence, Completeness and Courtesy. Following these principles helps ensure communication is effective amongst health professionals and patients. Effective oral and written communication is another strategy to aid in effective communication, using simple everyday words and avoid using medical jargon and abbreviations. Being friendly and brief will also support with not overwhelming Mrs Mann with information. Although there may be a language barrier, the information and care plan can be communicated in a tailored way that suits the patients’ needs and preferences. To ensure efficient communication, health and social care workers must understand the difficulties that patients face in adapting to their new environment and support them using different strategies, such as listening to the patients and creating some space to let them vent their emotions, reassuring and calming patients in moments of fear and helping patients to stay active and facilitate connection with others, if applicable, to prevent isolation. Supporting patients in this phase is key to creating a safe environment in which they are ready to pay attention to any form of clear communication related to their care and what is being done in the facility for them.
Importance of good administrative skills
Administration is fundamental to ensuring the NHS runs as smoothly as possible. A strong administrative team is vital to the success of a healthcare facility. Admin teams ensure that patients are seen in a timely manner, records are accurately maintained, and legal requirements are met. Examples of administration include booking appointments, producing and sending out letters and dealing with enquiries. When things go wrong, it can lead to increased stress, anxiety and loss of trust in the healthcare system. It is important administration functions to a high quality to ensure optimum care is established and maintained.
Information Governance (IG) in the NHS and healthcare ensures data is stored and handled legally, securely, efficiently, effectively and ethically, not just about patients but everyone who works for, and on behalf of, the NHS and healthcare organisations. The NHS deals with some of the most sensitive personal data available, and patients have a right to expect that any information being held about them will be looked after and kept safe. The Information Commissioner's Office (ICO) upholds information rights in the public interest, promoting openness by public bodies and data privacy for individuals. According to The Data Protection Act 2018 (DPA 2018) which governs how health and social care providers collect, use, store, and share personal data, establishing new standards for privacy and data security. It combines the principles of the EU's General Data Protection Regulation (GDPR) into UK law and gives individuals rights, such as the right to access their data, have incorrect data corrected, and have it erased. The Act requires providers to have strong security measures, be transparent about data use, and ensure staff are trained on correct data handling procedures. In Mrs Mann’s case the inconsistent documentation care records and missed communication which led to delayed medical adjustment is a huge error and can have significant negative consequences, including adverse patient outcomes, operational inefficiencies and loss of public trust in healthcare system. Addressing this challenge requires a focus on improving access to training and development opportunities to healthcare staff to uphold essential administrative and leadership skills. According to The Care Quality Commission (CQC) for instance state as part of the Health and Social Care Act 2008 (Regulated Activities) Regulations 2014: Regulation 12 that, ‘Providers must assess the risks to people's health and safety during any care or treatment and make sure that staff have the qualifications, competence, skills and experience to keep people safe.’ Compliance with regulations not only avoids penalties and operational disruptions but also supports ethical and professional accountability, building public trust in care services. By providing advances training, developing skills, and improving capabilities, this can help improve the quality of health system services.
Importance of working collaboratively with other professionals
Working collaboratively with all professionals involved in Mrs. Mann's care, such as the physiotherapist, GP, and care workers, is crucial for providing holistic, person-centred, and effective care that improves her quality of life and health outcomes. This multidisciplinary approach helps ensure all her complex and consistent needs are met in a coordinated way. Mrs. Mann's well-being involves physical, psychological, and social factors. A single professional cannot manage all these aspects in isolation. The combined expertise of a GP (medical management), physiotherapist (mobility and function), and care workers (daily living support and social interaction) provides a complete picture, ensuring all her needs are addressed. Collaboration avoids uneven care and the duplication of services, which can be a significant issue in complex healthcare systems. Joint meetings, shared care plans, and consistent communication ensure everyone is working towards the same shared goals for Mrs. Mann, creating a seamless experience for her and her family.
Working in partnership with others is important to deliver high quality care. By collaborating with professionals from various backgrounds such as social workers, healthcare providers, and family members, it can ensure that every aspect of an individual’s care is addressed. Effective partnership working eliminates fragmented are and enhances the overall care and experience, leading to greater satisfaction and well-being for the service user. While partnership working has numerous benefits, it also presents challenges such as communication breakdowns and conflicts. These challenges can be caused by reliability issues, user friendliness, unsuitable software, agencies and localities working with different computer systems and different secure email systems and lack of training. To improve and overcome these challenges, multi-agency working can implement clear communication strategies and conflict resolution protocols within the team. Clear role definitions also help reduce confusion and ensure that each team member understands their responsibilities. 
Conclusion
In conclusion, specific barriers that lead to poor information sharing between family caregivers and health care providers have been identified in this study. Possible interventions to improve information sharing include encouraging communication with family caregivers as standard care practice, educational strategies and more effective use of health information systems and technologies. Creating policies to include family caregivers as an important part of the circle of care and inclusion of families in the development of discharge and care plans is also essential. As discussed in this report, effective communication is fundamental to patient safety, quality care, and positive health outcomes. It also emphasised the critical need for a balanced approach between maintaining patient confidentiality and enabling necessary data sharing for effective care coordination and research along with collaborating with other professionals to provide the best quality care for Mrs Mann. 















References:
Health Literacy Solutions Centre (2023). 7 Barriers to Effective Communication in Healthcare. 7 Barriers to Effective Communication in Healthcare. (Accessed 12 November 2025).
Inspired2learn (2014). Communication Models. Communication Models: Enhancing Your Skills. (Accessed 12 November 2025).
Rees Centre (2023). Overcoming Behavioural & Cultural Barriers to Multi-agency Information Sharing in Children’s Social Care. Rees-Centre-report-190723.pdf. (Accessed 13 November 2025).
Revolution Learning & Development (2022). The 7 Cs of Communication. Available at: The 7 Cs of Communication - Revolution Learning and Development Ltd. (Accessed 12 November 2025).
SCIE Social Care Institute for Excellence (2011). Personalisation and the Equality Act 2010. Available at: Personalisation and the Equality Act 2010 - SCIE. (Accessed 12 November 2025).
The Access Group (2023). Data protection and cyber security in social care. Data Protection Act in Health and Social Care, Cyber Security Tips. (Accessed 13 November 2025). 
The Kings Fund (2021). Admin matters: the impact of NHS administration on patient care. Available at: Admin Matters: The Impact Of NHS Administration On Patient Care | The King's Fund. (Accessed 13 November 2025).
2

