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Introduction
In today’s healthcare and social support profession, communication is vital to the provision of high-quality support to individuals, including Mrs. Mann, who needs a significant amount of support to assist her with communication issues related to her hearing impairment and to enhance her overall quality of life (Bramhall, 2014; RNID, 2023). This paper will evaluate the effects of Mrs. Mann’s and her family’s communication skills, including the development of effective empathetic communication, as it relates to Mrs. Mann’s need for clear channels of communication and how these already established methods of communicating with Mrs. Mann may assist with the process of establishing supports for both Mrs. Mann and her family (Skills for Care, 2021).

Additionally, the paper will include a discussion of Berlo’s model of communication and the role each element (Source, Message, Channel, and Receiver) has in defining the process of communication as it relates to Mrs. Mann and her communication disability (Berlo, 1960). Finally, the paper will discuss the provision of equivalent protections under the Equality Act 2010 and examine how the Act protects individuals with disabilities by ensuring they are not treated less favourably than individuals without disabilities, including within health and social care settings (Equality Act 2010; NHS England, 2016). The information provided in this paper will help to establish an environment of continued support for Mrs. Mann and her family, thereby improving the quality of life for both Mrs. Mann and her family (Department of Health and Social Care, 2012).

Effective Communication

Importance of Communication Skills
Having a good relationship with Mrs. Mann and her family would enable the application of communication skills for the effective delivery of assistance (Health and Care Professions Council (HCPC), 2023). Mrs. Mann would rely on her healthcare provider for information on the type of medications that would be of great help in addressing her health issues, which highlights the importance of clear, accurate, and accessible information sharing (NHS England, 2019). This would enable Mrs. Mann to address her health issues by taking into consideration the various options of treatment that exist through informed decision-making (Department of Health and Social Care, 2012). Additionally, the doctor would visit the Manns for the purpose of identifying the most appropriate plan of action, demonstrating the value of person-centred communication (NHS England, 2019).

Hence, by allowing the caregiver to communicate with Mrs. Mann regularly, there is a possibility that the caregiver would be able to make informed judgements regarding Mrs. Mann’s health status, as well as the challenges she faces daily (Skills for Care, 2021). Furthermore, through the process of communication that takes place between Mrs. Mann and her family members, it is possible for Mrs. Mann to inform her family about her situation and to receive and provide emotional support, which is essential for holistic care (Bramhall, 2014).

If effective communication is to occur between me and Mrs. Mann, the following must take place. Firstly, clarity of communication is essential, which can be achieved by using simple, non-technical language that is easy to understand (Royal College of Nursing (RCN), 2021). Secondly, effective listening must be demonstrated, showing care and attention through both verbal and non-verbal communication and by asking questions to clarify understanding (Bramhall, 2014). Lastly, it is crucial to demonstrate empathy and compassion through communication to meet Mrs. Mann’s emotional and communication needs, particularly in relation to her hearing impairment (RNID, 2023).

Under the Equality Act 2010, everyone has a right to equal treatment, and people with disabilities are protected from discrimination in areas such as education, employment, and access to services in the United Kingdom (Equality Act 2010). People with disabilities enjoy the same rights in accessing educational institutions and employment opportunities as individuals without disabilities; however, the Act also places a legal duty on service providers to prevent discrimination and promote equality (Gov.uk, 2013). The Act requires service providers to take all reasonable steps necessary to reduce any substantial disadvantage that a person with a disability may face when accessing services (Equality Act 2010).

Examples of reasonable adjustments that may be made by service providers include providing written information in alternative formats, such as large print or braille, and offering additional communication support where required by individual service users (NHS England, 2016; RNID, 2023). These adjustments help ensure that individuals with communication or sensory impairments can access services on an equal basis with others, supporting inclusion and person-centred care (Department of Health and Social Care, 2012).
Berlo Model of Communication
In 1960, David Berlo created the Berlo Model of Communication (SMCR), which explains how communication is transmitted through a four-stage process consisting of Source, Message, Channel, and Receiver (Berlo, 1960). The Source refers to where the communication originates and includes factors such as the source’s communication skills, attitudes, and feelings toward the receiver (Berlo, 1960). Additionally, the source must possess sufficient knowledge of the subject being communicated and be influenced by their social system and cultural background, such as ethnicity (Communication Theory, 2023).
The Message represents the information being sent and includes its elements, structure, treatment, and the code used to convey meaning (Berlo, 1960). The Channel refers to how the message is delivered from the sender to the receiver, such as through spoken language, written communication, or visual methods (Bramhall, 2014). The Receiver must also possess appropriate communication skills, a basic understanding of the subject, and exist within a supportive social and cultural context to ensure accurate interpretation of the message (Berlo, 1960).
In the present context, Mrs. Mann’s situation can be analysed using Berlo’s model, as it demonstrates how various factors can either support or hinder effective communication (Skills for Care, 2021). As Mrs. Mann is deaf, it is essential that both the source and the message are accurate and appropriately delivered, as misunderstandings could significantly affect how information is interpreted by a person with a hearing impairment (RNID, 2023; NHS England, 2016).
It is essential to keep accurate records of Mrs. Mann’s progress, pain levels, and functionality to determine the most effective treatment for her condition and to support safe, evidence-based decision-making (National Institute for Health and Care Excellence (NICE), 2018). Furthermore, all documentation collected about Mrs. Mann must comply with the requirements of the Mental Capacity Act 2005, particularly when obtaining informed consent and ensuring that decisions are made in her best interests where necessary (Department of Health, 2005).
Mrs. Mann’s private information and rights regarding her personal wishes must also be protected in line with the Data Protection Act 2018 and the General Data Protection Regulation (GDPR), which set out legal requirements for the lawful, fair, and transparent handling of personal data (Data Protection Act 2018). Under this legislation, any documentation relating to Mrs. Mann must be stored securely, accessed only by individuals with a legitimate professional reason, and managed in a way that prevents unlawful or unfair treatment (Information Commissioner’s Office (ICO), 2018).
Mrs. Mann has the right to access her records, request corrections if inaccuracies are identified, and object to the way her personal information is processed (ICO, 2018). In view of her hearing impairment, it is essential that Mrs. Mann is supported to access, understand, and engage with her records through appropriate communication methods and accessible formats (NHS England, 2016). To ensure accessibility and compliance with legislation, her records should be accurate, clearly presented, provided in a timely manner, and protected by appropriate confidentiality measures. In addition, all records relating to Mrs. Mann must be factual, complete, and kept up to date to ensure continuity and quality of care (NICE, 2018).
Recordkeeping is not the only way administrative skills support the healthcare delivery system; they also provide healthcare professionals with a means to support all services delivered within care settings (Skills for Care, 2021). It is critical for healthcare practitioners to establish and maintain accurate patient records for individuals with hearing impairments, such as Mrs. Mann, as this ensures continuity of care and enables all members of the multidisciplinary team to track the patient’s progress, treatment plans, and responses to medications (National Institute for Health and Care Excellence (NICE), 2018). This continuity strengthens communication between healthcare professionals and supports safe, coordinated care delivery (NHS England, 2019).

By maintaining accurate documentation, physiotherapists can establish stronger communication links with general practitioners (GPs) and home-based care staff who support Mrs. Mann, ensuring that care is consistent and responsive to her needs (Department of Health and Social Care, 2018). Accurate documentation also supports the effective coordination of Mrs. Mann’s treatment, allowing healthcare professionals to adapt interventions to meet her individual needs, including her hearing impairment, and to provide person-centred care (RNID, 2023; NHS England, 2016).

The ability to maintain accurate documentation also has significant legal implications. Clear and accurate records provide evidence of the care and treatment delivered and can protect healthcare professionals in the event of complaints, investigations, or medical negligence claims (Health and Care Professions Council (HCPC), 2023).
In addition, accurate documentation of Mrs. Mann’s medication demonstrates that healthcare practitioners have complied with legal and professional requirements for prescribing and administering medication safely and appropriately (NICE, 2015; Nursing and Midwifery Council (NMC), 2018).
Collaborative Work

In the healthcare system, collaboration is necessary to provide comprehensive care to the patient (World Health Organization (WHO), 2016). In the example of Mrs. Mann, who suffers from vision impairment, the physiotherapist, General Practitioner, and support worker all work together to meet her individual needs alongside her other disabilities (Department of Health and Social Care, 2018). By working collaboratively, the healthcare team can provide Mrs. Mann with care that addresses not only her medical needs but also her physical and daily living needs, taking into consideration the challenges associated with her vision impairment (NHS England, 2022). A collaborative approach to care minimises fragmentation, decreases the risk of error, and improves patient outcomes (Health Foundation, 2020).

There are several benefits to the collaborative approach to care. The physiotherapist can develop a mobility plan for Mrs. Mann that accommodates her poor vision, the General Practitioner manages her medical conditions, and the support worker assists with daily living activities and ensures her living environment is safe and accessible (Skills for Care, 2021). Ongoing communication keeps the healthcare team aware of any improvements or challenges Mrs. Mann experiences. For example, if a paramedic notices Mrs. Mann having difficulty navigating her home, this information would be communicated to the physiotherapist and General Practitioner, who may then adjust the physiotherapy plan or recommend additional support (WHO, 2016). This integrated approach ultimately improves health outcomes and enhances Mrs. Mann’s quality of life (Department of Health and Social Care, 2018).
In conclusion, in the example of Mrs. Mann, it is evident that by relying on a healthcare team through integrated services, the situation demonstrates the value of teamwork in providing holistic support for an individual with complex needs, such as a visual impairment (World Health Organization (WHO), 2016; Health Foundation, 2020). The ability of members of the healthcare team to communicate and work together results in improved patient outcomes and reduces the risk of error, thereby enhancing the overall quality of healthcare (NHS England, 2022; Department of Health and Social Care, 2018). The legal framework, including the Equality Act 2010, supports the formation of collaborative healthcare teams and provides guidance for establishing inclusive and coordinated care (Equality Act 2010; Skills for Care, 2021).
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