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Introduction
Mrs Mann, aged 72, recently returned home following hospital treatment for a hip replacement procedure. She is supported through GP follow-up care, twice-weekly physiotherapy, and assistance from domiciliary care staff with everyday tasks. A significant challenge in her care is her limited English proficiency, as Urdu is her first language, which results in ongoing communication barriers that affect the transfer of information. Because of this limitation, information is not always passed on correctly, and this contributed a mistake with her medication. Several professionals are involved in her recovery, and the lack of consistent communication between them increase the risk of errors. Her situation shows how language barriers can affect record- keeping, understanding, and the overall safety of the service user. In this assignment. I will analyse the key aspects of communication, administrative skills, and collaborative working in relation to Mrs Mann’s case, and discuss how these elements influence the effectiveness of the care she receives.



















The importance of communication models in the context of Mrs Mann and her daughter and the Equality Act 2010.
Communication is extremely important in Mrs Mann’s case because she does not speak English, and this barrier has already contributed to mistakes that could place her health at risk. When a service user is unable to understand or express information clearly, the chances of errors increase, especially when several professionals are involved in their care. In Mrs Mann’s situation, important information may not be understood or passed on correctly, and the misunderstanding related to her medication shows how serious the consequences can be. Using communication models can help explain why these problems occur and how professionals can improve the way they interact with Mrs Mann and her daughter. The Shannon and Weaver model is useful because it describes how ‘noise’ can interrupt a message. In this case, the noise is not only the language barrier but also the fact that her daughter is acting as an informal interpreter. Although the daughter is trying to help, she may not always interpret medical information accurately, which can distort the message and create confusion. This is especially relevant in health settings, where even small misunderstandings can have serious effects on treatment and patient safety. Another relevant idea from communication theory is the importance of feedback. Mrs Mann may nod or agree to information without fully understanding it, because she feels shy or unsure about asking for clarification. This can lead professionals to believe that she has understood instructions when she has not. A communication model that focuses on interaction, such as the transactional model, highlights that communication is a two-way process. If the message is not checked or clarified, the risk of errors increases. Professionals must therefore ask open questions, use visual aids, speak slowly, and confirm understanding to make sure the message reaches both Mrs Mann and her daughter correctly.
The Equality Act 2010 also plays an important role in this situation. The Act states that reasonable adjustments must be made for individuals who experience communication difficulties, including those with limited English. In practice, this means that relying only on the daughter to interpret is not enough, because it could compromise accuracy, confidentiality and Mrs Mann’s independence. A professional interpreter would help ensure that the information shared is correct and that Mrs Mann can participate fully in decisions about her care. Without these adjustments, she may be at risk of receiving unsafe or unequal treatment, which could be considered indirect discrimination.
Overall, communication models and the Equality Act 2010 show how essential it is to provide accessible and accurate communication for Mrs Mann. Ensuring clear interactions between professionals, Mrs Mann and her daughter support person-centred care and reduces the risk of mistakes that could affect her wellbeing.
Discuss the importance of good administrative skills within professional practice within the context of Mrs Mann’s care o Explain record keeping and applying the principles of the Data Protection Act 2018. This section should draw upon relevant legislation and any policy frameworks which apply in the health and social care sector.
Good administrative skills are essential in health and social care because they ensure that information is recorded clearly, shared accurately, and stored safely. In the case of Mrs Mann, the quality of her care was affected even though several professionals were involved in supporting her recovery. The incident with her delayed medication adjustment highlights how easily errors can occur when administrative tasks, such as record keeping, are not completed properly. Even small gaps or inconsistencies in documentation can have serious consequences for a service user, particularly for someone who is older, vulnerable, and dependent on various professionals for her daily care. Accurate record keeping is a fundamental part of administrative practice because it allows all professionals involved to have the same understanding of the service user’s needs, changes in their condition, and the interventions provided. For Mrs Mann, inconsistent documentation meant that important information was not passed on correctly, which contributed to an error in her medication. Since she receives care from her GP, physiotherapist, and domiciliary carers, communication between these services depends heavily on clear administrative work. When records are inaccurate or incomplete, professionals may assume that tasks have been carried out or that information has been shared when this is not the case.
The Data Protection Act 2018 provides important principles that guide how information should be managed. One of these principles is accuracy, which means that personal data must be correct, up to date, and reliable. Another principle is confidentiality, ensuring that only authorised staff can access a service user’s information. The Act also emphasises security, meaning that records should be protected from loss, damage, or unauthorised access. In Mrs Mann’s case, the administrative error suggests that these principles were not fully applied. Her language barrier also makes accurate documentation more challenging, as misunderstanding or incomplete explanations may lead to incorrect information being written in her records.
Poor administrative skills can have wider consequences. They can lead to delays in treatment, repeated assessments, risks to patient safety, and even legal implications for the organisation. They also impact the trust between the service user and the professionals responsible for their care. For someone like Mrs Mann, who already faces communication difficulties, administrative errors increase her vulnerability and may lead to feelings of confusion or anxiety about her treatment. To avoid these issues, professionals should ensure that all records are completed promptly, accurately, and in line with legal requirements. Using a professional interpreter when communicating with Mrs Mann would also help ensure that the information documented is correct. Good administrative practice supports safe, coordinated, and person-centred care, making it a crucial element in protecting Mrs Mann’s wellbeing.
Discuss the importance of working collaboratively with other professionals involved in Mrs Mann’s care, such as the physiotherapist, GP, and care workers. o Describe the approaches used to foster effective collaboration and examine strategies for addressing and overcoming common challenges encountered in multi-agency working 
Cooperation between different professionals is crucial in Mrs Mann’s case, as her care requires input from multiple individuals, such as the GP, physiotherapist, and home-care workers. Each professional supports her recovery in a different way, so effective communication between them is necessary to ensure that the care she receives is coordinated and consistent. When professionals work together, they are more likely to identify risks early, share important updates, and make decisions that support the service user’s wellbeing. For Mrs Mann, collaboration is especially important because she is recovering from major surgery and depends on different services to meet her health and mobility needs.
However, multi-agency working also presents several challenges. One of the main difficulties is the language barrier, as Mrs Mann has limited English and often relies on her daughter to interpret. This situation can result in unclear or partial communication, which may affect how professionals plan and deliver her care. Another challenge is inconsistent record-keeping, which can cause confusion about what information has been shared or what interventions have already taken place. When records are unclear or outdated, professionals may not have an accurate picture of Mrs Mann’s condition, increasing the risk of errors.
To address these challenges, certain strategies can support more effective collaboration. MDT (Multi-Disciplinary Team) meetings allow professionals to discuss the service user’s progress, clarify roles, and review any concerns. These meetings help ensure that everyone involved is working towards the same goals. Using a professional interpreter is also essential for overcoming the language barrier, as it allows information to be communicated accurately and reduces the pressure on Mrs Mann’s daughter. Clear documentation, shared updates, and consistent communication across all professionals help ensure that Mrs Mann receives safe, coordinated, and person-centred care.  



Conclusion
The analysis of Mrs Mann’s case shows how inconsistent communication and poor administrative practice can negatively affect the safety and wellbeing of a vulnerable service user. The language barrier played a major role in the misunderstanding that led to the medication error, highlighting the need for professionals to ensure that information is communicated clearly and checked for understanding. Verifying that the service user has fully understood the information can prevent similar situations and reduce the risk of further errors. Legislation such as the Equality Act 2010 and the Data Protection Act 2018 reinforces the responsibility of professionals to provide safe, fair, and accurate care, particularly for individuals who face additional barriers. Mrs Mann’s case also emphasises the importance of person-centred practice, where communication and support are adapted to the needs of the individual. Overall, clear communication, accurate record keeping, and effective collaborative working are essential for achieving positive outcomes and maintaining patient safety.
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