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Case Study – Mrs Mann

[bookmark: _Toc214566390][bookmark: _Toc214566590][bookmark: _Toc214567793]Introduction
This report will look into the Case Study of a 72 year old woman, Mrs Mann. Mrs Mann was discharged from hospital after hip surgery. During the management of Mrs Mann’s after care, a communication break down led to inconsistencies with her care which is now under an internal review.
Effective communication and proper administrative duties are vital components in high quality care that require a collaborative approach. This is especially important in complex community cases such as that of Mrs Mann. Her situation provides many challenges, with language barriers, reliance on domiciliary carers, family interpreters and ongoing physio therapy and medical review.
The recent incident in the management of Mrs Mann’s care shows the risks associated with poor communication, inadequate record keeping and a lack of professional working. The report will use the 7Cs communication model to look at the importance of clear, respectful, and sensitive communication. It will examine the importance of good administrative practice using legislation such as the Data Protection Act 2018. The report will also analyse the approach to effective collaborative working between professionals involved in Mrs Mann’s care.
[bookmark: _Toc214566391][bookmark: _Toc214566591][bookmark: _Toc214567794]Importance of Effective Communication in Mrs Mann’s care
Good communication is important in ensuring safe and patient focused care. Mrs Mann speaks very little English, and primarily speaks in Urdu: It is important therefore that language and cultural sensitivities are prioritised. 
The 7Cs communication model – clarity, conciseness, concreteness, correctness, coherence, completeness and courtesy offer a useful framework for supporting high-quality communication tailored to her needs (Cutlip et al., 2013). The application of these core principles are likely to reduce errors and ensure consistency while understanding cultural sensitivities.
Any interaction with Mrs Mann should be clear, as the language barrier could lead to misunderstandings. Care professionals should avoid jargon and use visual prompts where necessary. It would also be helpful to check if Mrs Mann has understood everything and ask her to relay her understanding. Being conscious of Mrs Mann’s situation and her ability to grasp information will avoid unnecessary interactions, short and tailored messages are easier to translate. Care professionals should give concrete instructions with little ambiguity in situations such as explaining physio exercises. 
It is clear the recent incident relating to Mrs Mann was in part down to incorrect information. Accuracy of information shared is crucial in healthcare as errors can lead to serious consequences. Making sure information is correct requires accurate interpretation when using an interpreter as information can be lost in translation. Being coherent in communication will mean that a consistent message is shared with the patient, the care steps need to link together and tools such as process maps will allow to understand responsibility. Inconsistent messaging will likely confuse Mrs Mann and lead to mistrust. Having a complete and comprehensive care plan will ensure that Mrs Mann is receiving all the necessary information to make informed decisions about her health, such as changes in medication, exercise routines and potential side effects. 
The final aspect of the 7Cs model is courtesy, this shows that health professionals understand the importance of empathy, respect and cultural sensitivity. This will help build trust with the patient and likely encourage patients like Mrs Mann to engage positively with any health plan.
The Equality Act 2010 is legislation that ensures accessible communication and requires Health professionals to remove discrimination, ensure equal opportunity and make reasonable adjustments for service users with protected characteristics (Government Equalities Office, 2010). It is clear that Mrs Mann had a language barrier which relates to race and ethnicity which comes under protected characteristics and therefore reasonable adjustments such as arranging a professional interpreter and using translated materials maybe required.
Although family members play a vital role in enabling communication, such as Mrs Mann’s daughter, the guidance is to be cautious of relying on family members for interpretation, especially on medical matters. Research has shown that informal interpreters may unintentionally alter or filter clinical information (Gill et al. 2012). It is therefore recommended that for complex medical communication and safeguarding discussions should involve a trained interpreter, as recommended by the NHS Accessible Information Standard (NHS England, 2019).
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Excellent administrative skills and record keeping are vital in ensuring a safe and effective professional practice in Health and Social Care. Records are the primary communication where multiple carers support the same patient. They allow for carers to understand how a patients care is managed and what is required. In the case of Mrs Mann, who relies on multiple carers, accurate record keeping is vital to ensure continued and safe care. Errors such as delayed medication are usually the result of poor record keeping.
Administration is the responsibility of everyone, they include skills such as organisation, reporting, documenting and storing information. Carers will be responsible for recording any changes, such as Mrs Mann’s mobility, pain threshold, personal care needs and medication routines. It is important that these records are clear and objective. The 7Cs model enhances administrative quality, as this will ensure records are clear, coherent, correct, complete and concise. Such record keeping will ensure other healthcare professionals such as GP or physiotherapist can make informed decisions based on accurate and dated information.
Keeping records is not just good practice but is also a legal requirement. The Data Protection Act 2018 and GDPR regulate the collection, processing and storage of personal data in Health and Social Care (ICP, 2020). The purpose of these laws are to ensure organisations process data lawfully and transparently. Data must be shared and stored responsibly and GDPR states organisations should look to delete data held more than 7 years. Care providers should make sure information about Mrs Mann is stored securely-,whether digitally or in paper format, and shared only when necessary.
The Care Act 2014 and Health and Social Care Act 2012 emphasise providers responsibility in establishing robust information systems to support safe practice. Regulatory frameworks also guide administrative practice. The Care Quality Commission (CQC) requires that health professionals maintain accurate, up to date and secure records as part of its assessment of whether services are safe, effective, and well-led (CQC, 2023).
It is crucial to make staff are suitably trained and aware of good practice. Carers supporting Mrs Mann should receive training on record keeping, secure information handling and understand escalation process. The incident involving Mrs Mann’s care should provide a valuable learning opportunity to improve record keeping and the importance of communication understood as integral to high quality care.
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Working as a team is fundamental to providing coordinated, safe and personable care for patients. In the case of Mrs Mann, collaboration between health care professionals is crucial in supporting her recovery following hip-replacement surgery.
Good team work ensures that everyone is aligned with the care approach, such as encouraging mobility, prevent complications and safe medication management. Structured communication methods such as the SBAR tool (Situation, Background, Assessment, Recommendation) help with efficient and accurate information sharing between professionals. The 7Cs communication model further supports such a collaborative approach by promoting clarity, coherence and completeness in professional exchanges.
However, working with different professionals can pose some challenges as each health care professional will have different priorities and roles are not always defined. Language barriers present an additional challenge, as external professionals depend on accurate updates from carers who might communicate indirectly through an interpreter as in the case of Mrs Mann. 
In order to promote effective teamwork, strategies such as shared care plans, having clear communication structure and ensuring regular updates between professionals. Sharing systems and having secure messaging platforms can help overcome gaps and reliance paper based communication.
Joint training sessions can improve professional relationships and support mutual understanding of roles and responsibilities (Leathard, 2018). The recent incident in Mrs Mann’s case should result in reviewing communication processes across all agencies in order to improve accountability and ensure lessons learned.
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The case of Mrs Mann shows the importance of effective communication, strong administrative practices and multi-agency collaboration within the Health and Social Care sector. The 7Cs model will help ensure clear and culturally sensitive communication in particular where the patient requires a translator. The Equality Act 2010 and The Data Protection Act 2018 sets out the providers responsibility in ensuring effective communication and lawful management of information. 
A good level of administrative skills, such as accurate record keeping are vital in making sure the continuity in care is managed, supporting decision making and ensuring safety. Effective team work and collaborative approach allows health care professionals such as carers, physio’s and GPs to share information, make action plans and work towards common goals.
Overall a strengthening of communication processes, improving systems and promoting teamwork will support improved outcomes for Mrs Mann and ensure that her care is well managed.
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