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[bookmark: _Toc235793703]1. Introduction
Mrs Thompson, aged 84, who was living independently in sheltered housing, was recently released from hospital after a bout of pneumonia. She has mild dementia and receives twice-daily domiciliary care, leading to sometimes non-adherence to her medication and being found outdoors in the cold dressed as if for warm weather. These events will highlight issues relating to care, which will be reviewed by the local council, and there will be a medication review (Department of Health and Social Care, 2024). This report looks at three areas of her care that were effective: effective communication, good administrative skills (record-keeping), and working well with other agencies. It reflects UK health and social care principles, legislation (Equality Act 2010, the Data Protection Act 2018) and models, in relation to supporting person-centred care. The analysis can be directly connected to Mrs Thompson's case to demonstrate its application. Health and social care practitioners’ function in a complex system of services that include hospital and primary or community-based services, and need to work with service users and their families from a variety of disciplines (Glasby, 2017). 

[bookmark: _Toc235793704]2. Importance of effective communication
Health and social care can be very important in communication, especially those in vulnerable circumstances such as Mrs Thompson. It helps to understand and cater for the needs, minimise risks (such as medication administration errors) and foster trust. There were a number of missed medications due to poor communication, and there was evidence of failures in observation and response, such as inadequate exposure of the skin, as in the case of her missing out on her medications (Behrendt et al., 2023).  The Equality Act 2010 and a communication model will be used as the basis for communicating with Service Users and Family Members.
The Equality Act 2010 imposes a duty on public bodies and service providers to eliminate discrimination, advance equality, and foster good relations (Equality and Human Rights Commission, 2023). The Sender-Message-Channel-Receiver (SMCR) model of Berlo (1960) is one of the most influential theories to explain this practice from Shannon and Weaver's model of communication.  For Mrs Thompson, this could be communication that is appropriately adjusted to her mild dementia, using simple language, providing visual communication, or giving more time. Family involvement should be respectful and involve the family (NHS England, 2025).
[image: ]
Figure 1 Shannon-Weaver Model
[bookmark: _Toc235614994][bookmark: _Toc235793705]2.1 Application of the model in Mrs Thompson's case 
When using this communication model in Mrs Thompson's situation, it is essential to have a person-centred approach that considers her personal needs, preferences and cognitive abilities related to dementia. Staff should communicate calmly with words that are simple and clear, make good eye contact, and use paraphrasing as a way to check for understanding and to eliminate confusion. Family members need to be kept informed by regular updates and involved in care planning to ensure continuity of care and trust. Confirmation is essential and also has to do with feedback loops. In practice, a medication reminder is a simple message, "Take your blue pill now", put into a clear verbal + written note (channel), and asked to be given feedback, "Did you understand?". Repetition or family alerts (Oh and Weaver, 2023) help to reduce noise (dementia forgetfulness).
These practices reflect and promote equality in terms of the Equality Act 2010, in terms of promoting equitable communication, minimising risk of isolation and minimising errors of care. Plus, listening to Mrs Thompson and her family with empathy enhances relationships and safety. It has been found that person centred communication helps improve adherence to care and has a protective effect for people with dementia against incidents (Oh and Weaver, 2023). Berlo (1960) identified four elements to communication: Sender, Message, Channel and Receiver and claimed that all of these elements are influenced by communication skills, attitudes, knowledge, social systems and culture. This model can be used to understand how communication can easily go wrong when working in health and social care.
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Figure2: Berlo's Model
[bookmark: _Toc235793706]3. Importance of good administrative skills 
Health and social care workers must keep accurate records as it helps to ensure continuity of care, accountability, patient safety and legal compliance. In Mrs Thompson's instance, the medication incident was reported correctly via the service's incident reporting system and investigated, which is considered good professional practice. Incomplete, inaccurate and delayed documentation may, however, lead to misunderstandings between professionals, compromise safeguarding procedures and enhance the risk of further medication errors. Care records are detailed and allow professionals to be informed and make decisions based on accurate information.

[bookmark: _Toc235614996][bookmark: _Toc235793707]3.1 Record-Keeping and Principles of the Data Protection Act 2018
The personal information processing framework is provided by the Data Protection Act 2018 (DPA 2018), which is based on the UK General Data Protection Regulation (UK GDPR). The legislation is based on key principles, including lawfulness, fairness, transparency, purpose limitation, data minimisation, accuracy, storage limitation, integrity and confidentiality, and accountability (Labadie et al., 2023). The principles mean that health and social care organisations must make sure that personal information is gathered only for valid reasons, is kept accurate and up to date, is kept securely and can only be accessed by authorised people. The principles ensure compliance of vulnerable adults' rights, dignity and confidentiality and enhance public confidence in health and social care services.
All documentation of care, such as medication administration records, care plans, risk assessment, incident reports, etc., should be factual, objective and up to date for Mrs Thompson. For instance, the following could be recorded: At 14:00, Mrs Thompson was observed without her coat and was supported back inside safely and evaluated for any signs of cold exposure. These entries include neither personal opinions nor a description of what has transpired but do contain evidence for future care decisions. These records should be restricted to those authorised to deal with Mrs Thompson's care. Securing electronic systems, restricting password access, and maintaining audit trails help ensure confidentiality and minimise the risk of unauthorised disclosure or breaches. The law also gives the service user the right to access his or her personal data, and mandates that organisations evaluate risks associated with the processing of sensitive data. There are other laws that facilitate good recordkeeping. The Care Act 2014 places greater emphasis on maintaining accurate records for safeguarding purposes, and the Mental Capacity Act 2005 stipulates that records are kept for assessments of capacity and best-interests’ decisions for people with dementia. Local safeguarding policies and NHS information governance guidance also reinforce the need to ensure that good audit trails are in place to facilitate MD work and accountability (Sunjaya et al., 2025).


[bookmark: _Toc235793708]4. Importance of working collaboratively
Mrs Thompson needs safe, effective and person-centred care and this can only be achieved through collaborative working. She has received input from her GP, community nurses, domiciliary care workers, pharmacists, council review officers and social workers and dementia specialists, where appropriate, into her care. The professionals share specialist knowledge that helps Mrs Thompson manage her physical health, medicines, safeguarding, and wellbeing. Collaborative working also helps to ensure that care is coordinated and meets her changing needs.
Regular multidisciplinary meetings, shared care plans, shared digital communication systems, well-defined professional roles and responsibilities and common training can be used to promote effective collaboration (Glasby and Dickinson, 2014). Shared ownership of relevant information is promoted in integrated care models that are being developed as a partnership between the NHS and local authorities, and will need to adhere to the Data Protection Act 2018 and UK GDPR (Data Protection Act, 2018).  However, there are a number of barriers to collaborative working. There may be fragmented care or delays in decision-making due to communication difficulties, a lack of resources, differing professional priorities, and a lack of information sharing. Clear information sharing agreements, having a lead professional (e.g. community nurse/care coordinator), frequent supervision and the use of integrated electronic care records that can give the professionals involved timely updates on the child's situation can help address these challenges. There are also regular audits and feedback meetings, which facilitate problem identification and collaboration among the teams (Alderwick et al., 2024)
For Mrs Thompson, good teamwork means that her GP reviews her medication, the local authority conducts safeguarding assessments, and the domiciliary care team members are working together. Such an integrated approach will minimise the risk of medication errors, avoid re-hospitalisation due to unnecessary care, enhance communication between services, and ensure safer, higher-quality care for Mrs Thompson.

[bookmark: _Toc235793709]5. Conclusion 
Key areas of communication, administration and multi-agency working are interconnected aspects of Mrs Thompson's wellbeing. Principles and models of the Equality Act, such as Shannon's Model of Communication, are used to ensure respectful, barrier-free interactions. Collaborative practices will help meet her needs as a whole person and compliant records will support accountability. To prevent deterioration, keep older adults with complex needs safe and uphold dignity, effective systems are essential.  They reduce the risk of dementia and isolation and are in line with the UK health and social care vision for 'person-centred' and 'rooted in integration. The principles ensure compliance of vulnerable adults' rights, dignity and confidentiality and enhance public confidence in health and social care services. Challenges still exist, but there are evidence-based ways to address them to improve outcomes. 
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