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 1. Introduction 
Mrs Thompson is an 84-year-old female who has just made an exit out of the hospital after receiving treatment due to pneumonia. She resides alone in sheltered accommodation and has twice-daily domiciliary care. This renders Ms Thompson forgetful since she is slightly demented, hence making her self-management of medication a big problem. Recently, she had missed two days of medication and, due to the said reason, she felt even more disoriented, and her health declined because her condition deteriorated. This was reported freely under the incident reporting in the service, and a medication review was obtained. Furthermore, Mrs Thompson was found outdoors and in cold weather,  with no proper clothing, which means the  protection were increased, and the local council was consulted (Wright and Conley, 2020).
In this report, the role of communication will be discussed, and the significance of communication in the care provided to Mrs Thompson and the approaches to communication with a service user and a member of the family will be applied, as well as the principles of the Equality Act 2010, and an identified communication model will be resorted to. It will also discuss why good administrative skills, such as record keeping and the Data Protection Act 2018, are also important in the report. Finally, the report will provide a description of the synergistic working among the teams serving Mrs Thompson and how the challenges that arise when working in a multi-agency environment can be overcome (Bratton et al., 2021).



 2. Effective Communication is Important in the Care of Mrs Thompson 
The health and social care practice communication is essential because it boosts the person-centred care, promotes safety, enhances wellbeing and maintains dignity and autonomy. The communication is particularly paramount in the case of Mrs Thompson as her light dementia may hinder her memory, understanding and ability to independently handle medications (McCormack et al., 2021).
To ensure that Mrs Thompson understands information on medication, personal care and safety, healthcare providers must effectively communicate with her by being clear, respectful, and compassionate. She needs to be accommodated in her communication, use of simple language, making eye contact, speaking slowly and giving her time to respond are also needed.
The outcome of poor communication may also be cases of even more confusion, anxiety and distress that can cause Mrs Thompson to be at an even higher risk of getting injured. As an example, alone, their lack of understanding of how to take the medication may lead to missed medication doses, worsening of physical condition and financial hospitalisation. Communication will therefore be the effective one, which will help to promote safer care, and it will help to reduce safeguarding problems.
Another reason why it is essential to communicate with family members is that the family members may act as the source of offering important information on the routines, behaviour and care needs of Mrs Thompson. Family engagement can help healthcare professionals when identifying any indicators of change in state and developing appropriate care programs. However, the professionals should prioritise the involvement of the family as per the confidentiality and approval of the professional  legislations.
The Equality Act 2010 is extremely applicable in the context of the care provided to Mrs Thompson since it safeguards people against discrimination and advocates that there should be equal access to the services. Dementia and old age are safeguarded traits in the Act. Accordingly, medical practitioners are faced with a legal responsibility of providing non-discriminating and inclusive medical care, by making reasonable accommodations, going through communication styles (Thompson, 2020).
The transactional model of Communication is one of the models of communication that would be applicable in the process of attending to Mrs Thompson. The model acknowledges that communication is a two-way interactive process whereby both parties become senders and receivers of information at the same time.
Active listening played a crucial role in the instance of the transactional model, whereas in the instance of Mrs Thompson, active listening was essential, and she needed to pay attention to non-verbal communication and to make certain that what she explained was comprehended. Indicators of confusion, anxiety or distress around medication or safety issues should be noted by healthcare workers. 
Dementia, as a result of memory and hearing impairment, confusion and emotional distress, can serve as barriers in communication to dementia care. Types of these barriers will be addressed through assuring the medical staff will employ person-centred communication techniques, offer emotional support and care consistency (Cross et al., 2022).
Overall, communication skills are crucial in promoting the safety, dignity, independence and emotional wellbeing of Mrs Thompson and positive encounters between the healthcare providers, family members and service users.
3. Good Administrative Skills in Practice.
The professional health and social care practice requires good administrative skills since they facilitate good, safe and accountable care delivery practices. The administration and record keeping are largely relevant, especially in the case of Mrs Thompson, since the control of the medication, securing, and monitoring of her health is at risk.
Health as well as social care settings constitute one of these professional responsibilities of record keeping. Making sure that there is continuity of care and facilitating effective communication among the professionals, as well as appropriate decision-making, are facilitated by accurate records. After medical care, there should be clarity in health records; the records should be objective, readable, accurate and accessible in the near future (Brown et al., 2025).
In the case of Mrs Thompson's incident, the incident that was not related to medication was reported by the incident reporting process of the organisation. This can be used to demonstrate that it is important to maintain good records to identify threats, monitor changes in status and be in a position to take appropriate actions. Record keeping of medication use, cases of disorientation and similarity of protection issues enable specialists to assess the aspects of behaviour, and consider care requirements as a consequence.  
The inadequacy of record-keeping can put Mrs Thompson in a lot of danger. Documentation that is partial or incomplete may result in medication errors, overlapping care, lack of care or lateness. Accurate recordings can thus lead to patient safety, accountability in a profession and quality assurance.
This Data Protection Act of 2018 is highly applicable in the health and social care field since it controls the collection, storage, sharing and safety of personal information. The medical staff, when in contact with Mrs Thompson, needs to guard her personal information; information must not be divulged out of context when unnecessary and against the law.
Members of professional fraternities that are in charge of the care of Mrs Thompson should ensure that the care records, medication records and safeguarding reports are locked up and only accessed by the people who are to access them. Unacceptable sharing of confidential information might not be disclosed to any other individual,  without an assent or safeguards that the information is to be shared.
 The Care Act 2014 places a responsibility on the local authorities to safeguard vulnerable adults against abuse and neglect. The fact that Mrs Thompson had left the house wearing inappropriate clothes may be a pointer of self-neglection and an increased chance of safeguarding (Feldon, 2025).  




4. Collaborative Working is important in the Care of Mrs Thompsons
Collaborative work is crucial in health and social care due to the complexities of the needs of patients and clients that frequently need the assistance of a group of professionals and agencies. Dynamism between the GP, community nurse, domiciliary care workers, social services and safeguarding teams must effectively collaborate in the case of Mrs Thompson to enhance her health, safety and wellbeing.
The GP plays an important role in analysing the medication of Mrs Thompson, investigating her physical health situation and clearing the issues after the pneumonia. The community nurses will have an opportunity to examine her physical condition, compliance with medications and mental activities. The personal care delivery in the day-to-day activities of a person, medication reminders and tracking of changes in wellbeing/behaviour can be assisted by domiciliary care workers. Self-neglect and vulnerability are issues that can be used to increase the involvement of the social services and protection teams (Francis, 2021).   
An approach based on the family/service user.
Multi-agencies, however, may also be a challenge to work. Having ineffective communication, a lack of outlining responsibilities, withholding information, and professional disagreements may be the cause of poor care provision.
Another hurdle to information exchange among organisations could be the issue of confidentiality. This would in turn require the practitioners to strike a balance between the needs of the Data Protection Act 2018 and the need to guard.
The strategies to mitigate the challenges can involve the following steps, to name a few instating effective communications channels, ensuring there are common goals, engaging in interprofessional training and creating inter-agency respect. Through management and decision-making that engages all the concerned parties, coordination and misunderstandings may be improved as well (Francis, 2021).




5. Conclusion 
Lastly, quality health and social care delivery entails quality communication, good administration and collaboration, all of which make it a consolidated provision of health and social care. In the case of Mrs Thompson, good and caring communication favours her dignity and helps her comprehend, which is innate and human when she is faced with dementia. The care will be inclusive, person-centred and non-discriminatory since the incorporation of the Equality Act 2010 ideas will make it non-discriminatory.
Good administrative skills are important in supporting their safety and affordability in accordance with the Data Protection Act 2018 because it involves patient safety, professional accountability, confidentiality and capable of maintaining accurate records. Right documentation also helps to safeguard processes and continuity of care.
The social interaction between the medical practitioners and the social services with domiciliary care residents is also commendable in countering the complicated physical, emotional and social care demands of Mrs Thompson. An efficient multi-agency working will bolster the communication, decision-making and coordinated care made readily available.


6. References 

Bratton, J., Gold, J., Bratton, A. and Steele, L. (2021)  Human resource management. Bloomsbury Publishing. Online available at: https://books.google.co.in/books?hl=en&lr=&id=GphcEAAAQBAJ&oi=fnd&pg=PR6&dq=uk+based+Equality+Act+2010,+and+an+identified+communication+model+will+be+resorted+to.+It+will+also+discuss+why+good+administrative+skills,+such+as+record+keeping+and+the+Data+Protection+Act+2018,&ots=2Pvt3LO7NI&sig=x3BX8COVlDg82eXqBsvOMxqG1Js&redir_esc=y#v=onepage&q&f=false (Last accessed 26th may 2026).
Brown, V.T., Bhatti, O., Bharakhada, N., Lyon-Maris, J., Power, R. and de Lusignan, S. (2025) ‘Clarity of healthcare roles in electronic health records’. The British Journal of General Practice, 75(758), p.419. Online available at: https://pmc.ncbi.nlm.nih.gov/articles/PMC12723492/ (Last accessed 26th may 2026).
Cross, H., Dawes, P., Hooper, E., Armitage, C.J., Leroi, I. and Millman, R.E. (2022) ‘Effectiveness of hearing rehabilitation for care home residents with dementia: a systematic review’. Journal of the American Medical Directors Association, 23(3), pp.450-460. Online available at: http://sciencedirect.com/science/article/abs/pii/S1525861021009816 (Last accessed 26th may 2026).
Feldon, P., (2025) The Social worker's guide to the Care Act 2014. Routledge. 
Francis, G. (2021) Intensive care: a GP, a community & a pandemic. Profile Books.Online available at: https://books.google.co.in/books?hl=en&lr=&id=cUDwDwAAQBAJ&oi=fnd&pg=PT8&dq=The+GP+plays+an+important+role+in+analysing+the+medication+of+Mrs+Thompson,+investigating+her+physical+health+situation+and+clearing+the+issues+after+the+pneumonia&ots=_6hEjm-4SN&sig=daDfxAL1DZRuV9QCAHKl4a0vfu0&redir_esc=y#v=onepage&q&f=false (Last accessed 26th may 2026).
McCormack, B., McCance, T., Bulley, C., Brown, D., McMillan, A. and Martin, S. eds.(2021) Fundamentals of person-centred healthcare practice. John Wiley & Sons. Online available at: https://books.google.co.in/books?hl=en&lr=&id=KnYOEAAAQBAJ&oi=fnd&pg=PA17&dq=uk+based+health+and+social+care+practice+communication+is+essential+because+it+boosts+the+person-centred+care,+promotes+safety,+enhances+wellbeing+&ots=3suBfxNinH&sig=sfhSkfTJJ31iy4whTW-Qb4BvlG4&redir_esc=y#v=onepage&q&f=false (Last accessed 26th may 2026).
Thompson, N. (2020) Anti-discriminatory practice: Equality, diversity and social justice. Bloomsbury Publishing. Online available at: https://books.google.co.in/books?hl=en&lr=&id=-fFGEAAAQBAJ&oi=fnd&pg=PP1&dq=Equality+Act+2010+is+extremely+applicable+in+the+context+of+the+care+provided+to+Mrs+Thompson+since+it+safeguards+people+against+discrimination+and+advocates+uk+based+&ots=QMgLKJ50b5&sig=A85aeqnHLOLFvUTNBH47Oy5_8mY&redir_esc=y#v=onepage&q&f=false (Last accessed 26th may 2026).
Wright, T. and Conley, H. (2020) ‘Advancing gender equality in the construction sector through public procurement: Making effective use of responsive regulation’. Economic and Industrial Democracy, 41(4), pp.975-996.Online available at: https://journals.sagepub.com/doi/abs/10.1177/0143831X17745979 (Last accessed 26th may 2026).





1

