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[bookmark: _Toc67492990]Introduction
Mrs Mann is a 72-year-old lady who lives alone in her own home. She was recently discharged from hospital following a hip replacement surgery and therefore now struggles with mobility issues. She is supported by care professionals such as the domiciliary care team who visit her twice a day to assist her with her mobility and personal care, a community physiotherapist her visits her twice a week to support her rehabilitation, her GP and her daughter who lives nearby. Mrs Manns’ first language is Urdu; as a result, her daughter often helps to interpret. Recently, an incident occurred involving Mrs Mann, which is currently under review. Concerns were raised after inconsistent documentation was recorded in Mrs Mann’s records as well as a missed communication which unfortunately led to a delayed medication adjustment. This report is going to discuss the importance of effective communication, the importance of good administrative skills and the importance of multidisciplinary working in the context of Mrs Mann as well as in a professional setting.
Importance of effective communication
Effective communication refers to the way information, feelings and ideas are shared to others The role of Communication in Health and Social Care: Why it Matter (Institute of Mental Health, 2025). Within Health and Social care, there are two types of communication; communication between healthcare professionals and communication between the patients/service users (and/or their family). Effective communication is crucial within Health and Social Care as it can have a direct or indirect impact on the health and wellbeing of service users as well as their families involved Effective Communication in Health and Social Care (Lee, E. 2025). It can have a massive impact on the way patients interact with their designated professional which is important as the aim of the support is to be able to give person-centred care, therefore it is vital for the patient to feel supported and clearly communicated and updated about their care. In terms of Mrs Mann, there was ineffective communication which led to delayed medication adjustment. This implies that information had not be passed on to the next patient caring for Mrs Mann which is extremely dangerous as it could put her health in further risk as she already vulnerable. Moving forward, all professionals working with Mrs Mann must ensure they pass on vital information as well as record it as there were also concerns about inconsistencies. Berlo 2010 explains the most important players in communication: the sender and receiver, which introduces the SMCR model; the Source, the Message, the Channel and the Receiver. The Source is the sender of the message who needs to encode the message. This leads to the Message which is the content of the message being sent. The Channel is responsible for the message being travelled to the Receiver, which lead to the final point of Berlo’s model. The receiver is the destination; the person/people the message is being delivered to Introduction to Journalism and Mass Communication (Journalism. University, 2023). Mrs Mann would be the Receiver of the message being delivered and the professionals caring for her would be the Senders and must be able to deliver information in a way that Mrs Mann will understand. Mrs Mann does not have English as her first language, which means that the care professionals will need to encode the message in an effective way; this could be through a translator or written information in Urdu as Communication can be in many forms: verbal, nonverbal, written and visual communication Types of Communication (University of the people, 2025). In contrast, the Equality Act 2010 legally protects all people from discrimination in the workplace and wider society Equality Act 2010: guidance (GOV.UK, 2013). There are types of discrimination; direct discrimination where an individual treats another person less favourably than they would to another individual due to their characteristics such as gender, age, religion, beliefs and indirect discrimination where a person or individual have set rules or policies that ensures all are treated equally however it puts another person/people at a disadvantage Key Principles of Equality Law (University of Nottingham, 2018). There was no communication with the professions working with Mrs Mann, which led to a dangerous incident. If there is no communication, it is indirect communication as it puts the individual, Mrs Mann, at risk.
[bookmark: _Toc1330318724]Importance of good administrative skills
Administrative skills are essential to be able to keep workplaces organised and running efficiently and smoothly. These skills cover the technical side of work such as scheduling meetings, data entry, scheduling appointments and patient communication (Upwork, 2025). Good administrative skills in a professional setting are important as it ensures for accuracy and efficiency. It also ensures organisations are well organised and are keeping detailed records of staff and patients Administration (NHS, no date). Linking to administrative skills, record keeping is an essential and important part of good administrative skills. It allows for promoting and the continuity of safe and effective care to patients (Royal College of Nursing, 2023). Record keeping is the process of documenting and managing patient care information, with all patient history health records. Every patient treated and cared for must have a clear and accurate record which should be updated as soon as possible when they have been seen. All records should be kept in accordance with the current applicable legislations and guidelines as well as ensuring they are kept safe and secure and accessible to colleagues to provide efficient care Our expectations for your record keeping (Health & Care Professions Council, 2024) Records will keep mostly be digital and kept in a secure folder only accessible to the relevant staff, however it can be written. Records will keep notes about the professionals seen and the treatment and care provided given as well as any medical conditions a person may have Records Management Code of Practice (NHS England, 2023). The Data Protection Act 2018 controls how personal information for patients is used by organisations. It ensures that everyone responsible for using personal data follows the guidelines set out by this act. Anyone responsible for using personal data must make sure the information is: fairly, lawfully and transparently, used for specific purposes, used in the adequate, relevant and limited to only what is necessary, accurate and kept up to date, kept no longer than is necessary and handled in a way that ensured appropriate security Data protection (GOV.UK, no date). Record keeping will ensure person centred care as it will state regular updates and detailed documentation for the person being cared for as well as confidentiality and accuracy (Care Learning, 2024). It will allow the staff to meditate on other ways that could support the patient when knowing what already has been put in place. Effective record keeping was not done in the case of Mrs Mann which led to concerns on her health. Had effective record keeping been done, it would have led to safe care for Mrs Mann. Future wise, staff need to ensure her record is kept up to date and relevant staff have access to her records to provide safe care. The Health and Social Care Act 2022 aim to enhance integrity in Health and Social Care services, reduce bureaucracy and improve accountability within the system Health and Care Act 2022 (Department of Health & Social Care, 2022). The staff in the care of Mrs Mann can follow this act to ensure effective person-centred care and improvement in the care of her.
[bookmark: _Toc1478234540]Importance of Multiagency working
[bookmark: _Int_Xg3wUpDy]Working collaboratively in Health and Social Care involves different organisations working together to be able to provide the best care for a patient How to complete and maintain records in Health and Social Care (Care Learning, 2025). Mrs Mann have her GP, a community physiotherapist and a domiciliary care team involved who are working in partnership. Despite this, incidents occurred which showed miscommunication and ineffective multi-agency working. Moving forward, all teams need to communicate better and more often with each other to provide safe care for Mrs Mann. A lack of collaboration affected the quality of care Mrs Mann received and even though there are many challenges to multiagency working such as work overload in their own setting, safe integrated care is necessary. Work overload can become easier by prioritising tasks and making a list of essential tasks that need to be completed in the day. Another challenge of multi-agency working can be communication barriers as all teams will not be together in person, making it a bit more challenging to communicate. This can be overcome through scheduling meetings as well as sending emails to every team involved about any updates. It is vital to understand that the purpose of multiagency working is to provide the best possible care for the patient, therefore it is important to put the individual at the centre and understand that every decision made will affect how the patient receives the care. If Health and Social Care professionals do not work collaboratively, it will affect the care of the individual and lead to further risks and concerns, which is what resulted with Mrs Mann. Communication is key and the professionals working with Mrs Mann must learn to give regular updates and communicate well and effectively. This will lead to improved outcomes and holistic support for Mrs Mann.
[bookmark: _Toc1976482380]Conclusion
This report has discussed the importance of effective communication, good administrative skills and the importance of multiagency working in healthcare settings to result into the best possible care for a patient. It has highlighted the outcomes of when care is not being delivered effectively and safely and how it can affect the quality of care provided. Safe and effective care was not being provided to Mrs Mann which resulted in inconsistent documentation and a delayed medication adjustment. This could have been avoided if effective multi-disciplinary work was done. Care delivered was unsatisfactory, however with effective multi agency work, this can be improved. Communication is vital and the first point in providing safe care. To add on, good administrative skills is essential to be able to access updates and be up to date. This will all ensure safe and effective care to Mrs Mann, as well as in any professional setting.
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