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Effective communication, accurate record keeping, and strong collaborative working are essential for delivery of high‑quality health and social care practice. These elements are particularly important in the case of Mrs Mann, a 72‑year‑old woman recovering from hip‑replacement surgery who speaks limited English and relies on multiple professionals for her daily support. Language barriers can significantly increase the risk of misunderstanding, reduced patient safety, and poorer health outcomes. Recent concerns about inconsistent documentation and a delayed medication adjustment further highlight how weaknesses in communication and administrative processes can compromise continuity of care. Legislation and professional standards provide a framework for ensuring fair, safe, and lawful practice, emphasising the need for clear communication, accurate information sharing, and person‑centred approaches. This report explores the importance of effective communication, good administrative skills, and collaborative working, demonstrating how these principles support safe, coordinated, and responsive care for Mrs Mann.
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Effective communication is fundamental to delivering safe, person‑centred care. (NHS, 2023) In Mrs Mann’s case, communication need to be adapted to her language needs, cultural background, and current health. As her first language is Urdu and she speaks limited English, she is at increased risk of misunderstanding essential information about her medication, mobility, and rehabilitation. The recent delay in her medication adjustment illustrates how communication failures can compromise safety and continuity of care. (Farrell, 2024)
The Equality Act 2010 requires health and social care providers to make reasonable adjustments to ensure individuals are not disadvantaged due to protected characteristics such as age, race, or disability. For Mrs Mann, reasonable adjustments include providing access to professional interpreters, translated materials, or bilingual staff. While her daughter often interprets, relying on family members can lead to inaccuracies and place emotional pressure on relatives. (GOV, 2010) Professionals must ensure that Mrs Mann receives information in a format she can understand, allowing her to participate in decisions about her care. Communication with family members is also essential. Mrs Mann’s daughter plays a key role in supporting her, so maintaining open, respectful conversations is important. (Al Shamsi, 2020).
A useful framework for enhancing communication is Berlo’s SMCR Model:
· Source: The communicator must use appropriate communication skills, cultural awareness, and sensitivity. For Mrs Mann, this means speaking clearly, avoiding jargon, and ensuring that information is adapted to her language needs.
· Message: Information must be accurate, relevant, and structured. When discussing medication changes or mobility instructions, professionals should ensure the message is simple, culturally appropriate, and supported by visual aids or translated materials where necessary.
· Channel: Communication channels may include spoken language, written notes, body language, or digital records. For Mrs Mann, spoken communication should be supported by an interpreter, while written information may need translation. Non-verbal communication also plays a significant role in helping her understand.
· Receiver: Mrs Mann’s ability to understand the message is influenced by her emotional state, cultural background, and health literacy. Professionals must check understanding, encourage questions, and ensure that her daughter’s involvement supports rather than replaces her own voice. (Maneerutt, 2021)

Effective communication within the multi‑disciplinary team is equally important. Structured handovers, accurate documentation, and timely updates help prevent mistakes and ensure continuity of care. Inconsistent record keeping contributed to the missed medication adjustment, highlighting the need for clear, consistent communication across all professionals involved. (Lee, 2021)
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Good administrative skills are essential for safe, accountable, and effective professional practice. In Mrs Mann’s case, accurate record‑keeping ensures that all professionals involved in her care have access to consistent information. The recent concerns about inconsistent documentation demonstrate how administrative mistakes can lead to delayed treatment, medication errors, and compromised safety (Romeo, 2017).
Record‑keeping must comply with the Data Protection Act 2018 and the UK General Data Protection Regulation (GDPR). These laws require that personal data be processed lawfully, fairly, and transparently. For Mrs Mann, this means that all information such as, medication changes and communication with her daughter must be recorded accurately, stored safely, and shared only with professionals directly involved in her care. (GOV, 2018)
The Care Quality Commission requires providers to maintain accurate, complete, and up to date records.(CQC, 2024) The NHS Code of Practice on Records Management and the Caldicott Principles highlight confidentiality, appropriate information sharing, and professional accountability. (UK government, 2020)
Good administrative skills include documenting each care visit clearly, recording changes in Mrs Mann’s condition, and ensuring that concerns are communicated promptly to her GP or physiotherapist. Carers must record who they spoke to, what actions were taken, and any follow up required. Attention to detail, time management, and organisation are essential to ensuring that records are completed in an accurate way. (NHS, 2023)
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Collaborative working is essential in Mrs Mann’s care because her recovery depends on coordinated support from multiple professionals. The co‑production model provides a valuable framework for strengthening collaboration by positioning service users, families, and professionals as equal partners in planning and delivering care. Co‑production emphasises shared decision‑making, mutual respect, and valuing the lived experience of the service user (Skills for Care, 2018).
Applying co‑production to Mrs Mann’s situation means actively involving both her and her daughter in discussions about her rehabilitation, medication, and daily support needs. As Mrs Mann speaks limited English, her daughter has an important role in communication.
Effective collaboration also relies on structured communication between professionals. Poor multi‑agency communication is a known contributor to safeguarding failures and fragmented care (Dixon et al, 2022). The recent medication delay highlights how inconsistent documentation can compromise safety. Research shows that effective handover practices improve teamwork and reduce errors in elder care settings (Shirley, 2024).
Challenges in multi‑agency working may include differing organisational priorities, incompatible documentation systems, and unclear role boundaries. Co‑production helps address these challenges by promoting transparency, shared responsibility, and open dialogue. 
Overall, using the co‑production model ensures that Mrs Mann, her family, and all professionals work together as equal partners, resulting in safer, more coordinated, and more responsive care.
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Mrs Mann’s case demonstrates how essential effective communication, accurate record keeping, and collaborative working are in ensuring safe and person‑centred care. Adapting communication to her language needs and applying structured models helps reduce misunderstandings and supports her involvement in decision making. Strong administrative practice, guided by legislation and professional standards, ensures that information is recorded in an accurate way and shared appropriately. Collaborative working, supported by approaches such as co‑production, enables professionals, Mrs Mann, and her daughter to work together as equal partners, improving coordination and continuity of care. Addressing the communication and documentation issues identified in her case will help prevent future mistakes and promote a safer, more responsive approach to supporting her recovery. By consistently applying these principles, professionals can enhance the quality of care provided, promote Mrs Mann’s independence, and ensure that her needs remain at the centre of all decision making.
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