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Effective communication and patient centred care are vital in ensuring the healthcare needs of patients are met. This prevents any mishaps and harm to service users, giving them the best care possible. A lack of communication between healthcare staff and patients can occur in scenarios like that of Mr Ahmed, who is heavily reliant on his wife in communicating to the service providers. He was recently discharged from hospital following a stroke and required regular medical attention from the domiciliary team. Due to his language barrier, a care visit was missed, resulting in a delay in taking his medication. It is necessary for the healthcare professionals to keep in mind legal frameworks such as the Equality Act 2010, Data Protection Act 2018, as well as an organised up-to date record of Mr Ahmed’s medical record. This assignment will discuss any relevant theories and examine legislations which are in place.

Owing to his limited ability in the language, it is necessary for the domiciliary team to communicate with Mr Ahmed with simple English. A wide range of support should be made available to facilitate those with communication issues between patients, carers, and staff. If a patient requires assistance in interpreting healthcare information, it is more than likely they will require services to help them in managing appointments, so having language translators is vital to ensure utmost patient care (Gov UK, 2017). As well as this, the domiciliary team should also ensure the patient and the family have clear understanding of the treatment and any information relayed by the healthcare professionals. Communication themes further highlight the importance of patient-centred care. According to NHS England, this is Care which is tailored to that specific patient, ensuring all their needs are fulfilled. Mr Ahmed is not from a British background; therefore, his preferences and lifestyle will be slightly different. His native language is Bengali, so healthcare professionals should consider support to accommodate Mr Ahmed. Although his wife speaks on behalf of him, miscommunication can still occur in her absence. Mr Ahmed’s family should be given external support and ensure that they are also kept in loop with his care plan, whether that be participating physically or just as a key communicator.
 Medication schedules and care visit times should be strictly followed and kept up to date. Mr Ahmed had suffered a stroke, and the follow up medication such as antiplatelet drugs are critical to prevent stroke reoccurrence and complications which may arise (Stroke association, 2026). Safe administration of medication is a significant responsibility of the healthcare professionals. Staff must follow the given procedures and keep all records such as MAR charts and any errors made up to date in patient records. Staff missing visits or having poor communication between patients and staff is a form of neglect, as is seen as a form of abuse under the Care Quality Commission, 2023. Healthcare staff have a duty of putting the needs and the safety of patients first.
One communication model that can be applied in this context called the ‘Shannon and Weaver model of communication,’ also known as ‘A Mathematical Theory of Communication,’ which highlights a sender, message, channel, and receiver (Communication Theory, n.d). In this context, the care worker is the sender, the message is given via medication instructions, care records and spoken or written notes are used to send the message – channel, the individuals receiving the message is Mr Ahmed and his wife, and the noise in the communication is the poor communication amongst the care staff. Complex medical terminology and language barriers are also the noise in this scenario. The missed domiciliary care visit is an indication of a lack of communication. To reduce this ‘noise,’ care workers should regularly update the care plan and ensure each care worker is aware of his work shift pattern to avoid miscommunication. Feedback from patient would help remove this ‘noise’ and grant patients the best possible care. This communication model is effective in identifying the ‘noise’ in this case, as it is not used amongst a mass audience, and by recognising the noise, healthcare workers are able to find a solution to the problem which arose. According to Gillespie, J and Schiffman Debra J, miscommunication has been identified by the Joint Commission as the cause of between 65-70% of delicate matters.
The Equality Act 2010 protects people from discrimination against disability, age, race, marriage, pregnancy, sexual orientation, religion, and sex. According to NHS England, these are the nine protected characteristics, and it is incumbent on all NHS staff to protect and treat all patients equally. Mr Ahmed had experienced a stroke, and a stroke may cause disabilities in speech, mobility and swallowing. Reasonable adjustments consisting of mobility aids like frames and wheelchairs should be offered as well as consistent speech therapies, regardless of his background. Mr Ahmed’s age of 68 is also something which is protected under this act. Professionals must make sure he is not treated unfairly due to this, as older adults require additional support. He should be given equal access to those of different ages and be allowed more time for communication, adapting to his care plan. 

It is a duty of the staff to follow the principles of the Data Protection Act 2018, which highlights the importance of using personal data lawfully, accurate and up to date, making sure it is handled in a confidential manner (GOV UK, n.d). Details such as race, ethnicity, health records etc have a higher level of legal protection, and healthcare workers must only share details when necessary. Under this Act, Mr Ahmed and his wife must be made aware where his data is used, and staff should minimise the information that is recorded, to only what is necessary. In this case, the missed visit should be reported and filed promptly. Good administrative skills are essential in health and social care as they enforce accountability with staff and keep healthcare patient centred and efficient. Carers should also keep in mind the Health and Social Care Act 2014, which emphasises the importance of being transparent with the patient and healthcare services (Legislation GOV UK, n.d). Its purpose is to promote patient’s wellbeing and safeguarding adults to prevent them from abuse and neglect. Safeguarding Adult Boards have been set up under this legislation, who instruct local authorities to get involved upon any safeguarding issues, and they share plans for safeguarding. Under this act, authorities have a right to make any enquiries in relation to safeguarding or patient safety, and if an adult with care needs dies due to neglect or abuse, the safeguarding adult board are involved promptly. The SAB acts upon information, which is given hastily, to ensure no future errors with patients occur. In the case of mr Ahmed, the relevant local authorities may have had an involvement, as miscommunication was a healthcare staff error, and not a general mistake from the patient. 
Time management and being organised are also considered in administration skills. It is crucial for the domiciliary staff to work per the care plan and record each visit correctly. Poor planning and failing to update records and care schedules may have been the reason for Mr Ahmed’s missed visit. This indicates the lack of professionalism within the care company utilised by Mr Ahmed and is a clear indication of why administration is necessary for patient safety. Administering medication at the incorrect timings, especially following a stroke, puts Mr Ahmed at high risk of complications. 
In health and social care, collaborative support plays a key role as many patients are in need of assistance from different healthcare workers such as in Mr Ahmed’s care, speech therapists, domiciliary carers, specialists and GPs. Each professional role serves its own purpose; a GP prescribes medication and sets out a healthcare plan; a speech therapist provides individual therapy to improve communication and swallowing difficulties and carers provide daily living support. Though such a care team is considered strategic, mishaps and errors may happen in cases of poor communication and different working schedules. The team must make decisions and any changes together, ensuring each member is aware of any adjustments. Had the team collaborated together, Mr Ahmed’s care visit would not have been missed. One collaborative method is a Multidisciplinary team (MDT), where a group of healthcare professionals from different fields come together to become part of a patient’s healthcare plan. This consists of clinicians, nurses, care workers etc.
Common challenges endured in multi-agency working are high caseloads, outdated technology and limited time and resources (NSPCC Learning, 2025). A high number of cases leads to patient-centred care being negotiated and patients not receiving the utmost care. Care workers must work as a team, and work on communication between the patient, family and professionals. There can be different reasons why it can be a barrier, such as workers seeing certain information as ‘confidential,’ where in some cases it is necessary to share such information and staff availability. This can be a challenge on certain days of the year, but this must be communicated efficiently across the team.

In conclusion, good administrative skills, effective communication and patient-centred care are all crucial in health and social care. Healthcare professionals must provide utmost care to all patients, keeping in mind appropriate legislations in place like the Equality Act 2010 and the Health and Social Care Act 2014. Facilities like translation services and extra support should be offered to patients to accommodate all patients. Collaboration is a key factor in healthcare, as due to a lack of this quality, Mr Ahmed missed his medication as per his care plan, putting his health at risk. This report highlights the importance of healthcare professionals working together to ensure patient-centred care is not compromised.       
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