





MODULE LCHS4003 - Introduction to Health and Social
Care
Case study: Mrs Mann. 

1. Introduction.
Home care is a strong aspiration for many elderly people. In this context, domiciliary care agencies play an essential role in supporting patients and their relatives.
Today. I am going to explore the case presents Mrs. Mann, a 72-year-old woman recently released from hospital after a hip surgery. She was then taken in care by a home care agency involving several stakeholders. Living alone, speaking a limited English, she is helped by her daughter who lives nearby.   Recently, there have been concerns about inappropriate documentation in Mrs. Mann’s care records and missed communication led to a delay in medication adjustment.
I will demonstrate how this situation illustrates the need for comprehensive and personalised care through efficient communication, knowledge and training strategies that can adapt care to the needs of the patient.
This situation highlights the importance of managing communication with the user service and family under the Equality Act 2010, having good administrative skills, having the ability to work in a team.
In this report, I will analyse the situation to show the challenges encountered, but also the solutions for improving patients’ quality of life.
[image: ]
2. The importance of effective Communication with service users and their families.
Effective communication is essential for the quality of a home care to ensure that the needs and preferences of the patient and family are well understood and taking care to avoid discriminatory practices as defined by the Equality Act 2010.
The Equality Act 2010, entered into force on October 1, 2010, organizes the way to prevent and address discrimination when providing goods and services to the public, for example as a residential care home, community shop or after-school club. 
It mainly concerns the nine protected characteristics, such as Age, Disability, Gender reassignment, Marriage and civil partnership, Pregnancy and maternity, Race, Religion or belief, Sex, Sexual orientation. 
In Health and social care, it means giving everyone the same rights in respecting their individual differences. 
In the case study of Mrs. Mann, the care givers should have included in their care program the possibility of offering her the services of an interpreter. One of the protected characteristics defined in the Equality Act 2010, is race. So, the care providers should have asked Mrs Mann about her preferred language to communicate with. 
Using the Shannon and Weaver model is helpful for care worker to deliver a clear and effective communication thinking about: 
· The sender, it might be the healthcare worker providing advice to a patient or instructions to the service user.
· The information being shared, such as instructions or feelings or needs as language or food preference.
· How the message is encoded in an understanding way. The healthcare worker, the sender chooses different ways to deliver the message. For example, speaking, writing, or using sign language. 
· What method is used to send the message. This might involve a face-to-face conversation, a phone call, or an email. 
· The person who receives the message or the receiver. It might be a service user or team member or a family member.
In the case of Mrs. Mann, by having previously studied the patient’s needs, speaking with herself and her daughter, the healthcare staff could have avoided communication errors and guaranteed quality care.
They should have:
· asked her what her communication and mobility needs were and how she should have preferred to meet those needs. 
· recorded these needs and preferences in a clear manner so that all the service staff are aware of them and can follow up on them.
· effectively set up a better care plan.
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3. The importance of good administrative skills within the health care professional practice.
[bookmark: _Hlk213156418]Administrative skills are essential in healthcare as they ensure an effective management of resources, confidentiality of data, and better coordination between the different service’s users.  They include organisation and time management, communication, problem-solving, decision-making, planning and coordination skills, attention to detail, technology proficiency, and laws’ knowledge. These skills contribute to the overall efficiency and effectiveness of healthcare organisations, ensuring that medical professionals can focus on patient care without the burden of nonclinical functions.
Among the administrative skills, it is essential to meet the requirements of the personal data registration process defined by the law.
The recording and storage of personal data must comply with the strict principles set up by the Data Protection Act 2018.
The Data Protection Act 2018 requires organisations to strictly observe the 7 key principles in managing sensitive data. These 7 principles are: 
· Lawfulness, Fairness, and Transparency: Organisations must communicate about how they process and use personal data on a lawful basis. 
· Purpose limitation: Personal data should only be collected for specified needs. 
· Data minimisation: personal data should be collected and retained necessary for the intended purposes.
· Accuracy: Personal data must be accurate and kept up to date. 
· Storage limitation: Personal data should not be kept for longer than necessary for the purposes for which it was processed. Organisations must document their data retention policies and practices. 
· Integrity and Confidentiality: Personal data must be protected from loss, damage or unauthorized access.
· Accountability: This includes that personal records must be maintained, regularly reviewed and audited. 
To effectively apply these principles, organisations should:
· Maintain detailed records and regularly update them.
· Report all processing activities, including the purpose of data collection, the categories of data processed, the data retention periods, and the security measures implemented. 
· Allow easy access to patient data and the possibility for them to obtain a possible modification.
In the context of Mrs. Mann, it appears that the lack of appropriate skills has led to the writing of biased or incorrect information related to socio-economic inequalities, This is strictly prohibited by the Data Protection Act 2018, under which enhanced legal protection is guaranteed for more sensitive information, such as: race, ethnic origin, political opinions, religious beliefs, union membership, genetics, biometrics (when used for identification), health, sexual life or orientation.
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4. The importance of work collaboration with other professionals involved in Mrs Mann’s care.
Working in a team, especially in the context of a home care, improves the quality of care, supports and enhances professionals by breaking isolation and sharing knowledge, outcoming in complete and consistent patient management. Working in a team leads to a better balance in life and allows for better management of stress and work overload.
Mrs. Mann’s home care management is organised by a home health agency, which involves several interventions between nurses, caregivers, physiotherapists, GPs and social workers. One of the major obstacles remains the lack of communication between health professionals, which sometimes makes it difficult to ensure continuity and efficiency of care. This lack of fluid exchanges between nurses, caregivers, GPs physiotherapists and social workers exposed Mrs Mann to a poor quality of care that could have led to medical errors. Du to these challenges, home care agencies, must develop strategies to facilitate communication and sharing resources between stakeholders. These strategies include:
· Personalised care plans to address individual needs: The care agency must set up care plans to meet Mrs Mann’s individual preferences and requirements, considering her health and social conditions such as her limited mobility and her limited skills in English. 
· Developing digital skills and using digital communications tools messaging apps and) for better coordination between caregivers, healthcare professionals and family members. 
· Continuing Professional training to keep staff up to date on care practices, regulatory requirements and soft skills. 
· Smooth communication involving family members and healthcare professionals in care planning to ensure that care is aligned with individual needs and aspirations.

5. Conclusion.
Following my discussion, a coordinated home care allows effective response to the challenge of aging and mixed population as well as the increase in disability. Coordination leads to a better understanding and rapid prevention of problems before the situation becomes complicated
The study of Mrs Mann’s case demonstrates that by adopting clear and coherent strategies, any home care agency can eliminate medical errors and offer excellent care.
That requires as we have seen:
· Working in a team for better interaction between the different health actors, by making care processes understandable by all, to reduce the variability of practices.
· Compliance with legislation and medical guidelines.
· administrative skills,  
· organisation and time management skills
· digital tools skills
· the investment in continuing training
· an effective and efficient communication using the Shannon and Weaver Model.
By implementing these strategies, a home care agency can not only significantly reduce the risk of errors but also set up a culture of safety and quality of care for the benefit of its patients and their families while strengthening its reputation. 
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