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Introduction
Social care involves protecting the vulnerable with complex needs. This report will discuss the case study of the recent events that happened to Mrs Thompson. It will highlight different points to further discuss the importance of effective communication, good administration skills and collaboration. It will also discuss the core principles of the Equality Act 2010, the Data Protection Act 2018, other policies and legislations in the social care sector as well as the different strategies that can be used to overcome challenges in multi-agency work environments. The National Health Service was started in 1948 after WWII. A national institution and it aims “to deliver a world-class health service for all” Glasby, (2012) This highlights that all should experience great healthcare service. The NHS was set to provide free healthcare for people that needed it and this is still applicable today.

The importance of effective communication 
Communication is a process of exchanging information. It is a tool used for day-to-day operations. In the Health & Social Care sector there are two types of communication. Communication between health and social care workers and communication between the service user (and/or family members) Lee (2021). There are different models of communications. Such as, verbal or non-verbal, sign language, written or electronic communication and many more. It is important to have effective communication within the Health and Social Care sector and with service users, patients, clients or members of the interprofessional team. Good communication can develop meaningful relationships with service users. 
In 1960, Berlo came up with a Model of communication that included the Sender-Message Channel-Receiver (SMCR). This was adapted from Shannon Weaver’s Model of Communication from 1949. Berlo’s communication model has 4 main components: sender, message, channel and receiver. Communication can be affected on each component by different factors. The responsibility of the process of communication also falls heavily on the sender of the message than the receiver. As the sender is the person who holds the information to be sent. ‘When a misunderstanding occurs, or there is a breakdown in the communication process, the receiver should seek clarification or engage to ensure that the message is sent and has been understood correctly’ White, (2021). In this case study, there seems to be a misunderstanding or miscommunication with Mrs Thompson’s capabilities to self-medicate. Which then led to her being vulnerable and found outside without appropriate clothing in cold weather. Her GP who is the sender in this case, holds all her information; there should have been efficient communication to share some of her information with her family and H & SC team on how to manage her condition under GDPR regulation. How she could be affected and how her medication could be managed and any other assistance that could be provided to Mrs Thomspon. 
‘Equality is focused on ensuring that individuals or groups are not treated differently because of specific characteristic’ Edwards, (2020). ‘An important purpose of the Equality Act 2010 is to unify the legislation outlawing discrimination against people with different protected characteristics, where this is appropriate’ Phillips, (2010). Age and disability are some of the listed protected characteristics within the legal framework of the Equality Act 2010. In this case, Mrs Thompson being 84 years old should not allow for discrimination and should be treated the same as everyone else.

The importance of good administrative skills 
In the UK, how patient, service users and clients’ data must be managed under the Data Protection Act (DPA) 2018. This brought the EU’s GDPR (General Data Protection Regulation) into law as well as the CLDC (Common Law Duty of Confidentiality). The Data Protection Act 2018 requires that the collection and processing of personal data is fair, lawful and transparent. It has six core data protection principles which are lawfulness, fairness and transparency, purpose limitation, data minimisation, accuracy, storage limitation and integrity and confidentiality. UK Parliament, (2018)
In this case there should be a valid lawful basis for the collection and processing of Mrs Thompson’s data. As she is vulnerable, there should maybe be an agreement set in place where a relative/family member is able to view and keep up to date with any of her healthcare and medical data. This should then be confidential amongst the agreed parties for efficient care of the service user through the Common Law Duty of Confidentiality. NHS, (2024) states that ‘Confidentially of service users, and patients' information requires you as a H and SC professional to be aware that your practice “says something about your health care or treatment” to the individual in which you are providing a service too.’
Having good administrative skills is beneficial. H and SC records contain valuable information about service users, clients and patients. The retention of records is critical as there is an emphasis on the importance of good and accurate record keeping within the health and social care sector. Comprehensive records also help to drive high standards for service users, clients or patient care. ‘It is essential for building evidenced accounts of relationships between families, and services’ Hoyle, (1991). Record keeping is also used to monitor, manage performance and assess the needs of for individuals.
The importance of collaboration with professionals
Partnership when working in Health and Social Care (H &SC) brings together different organisations to help meet the needs of service users. Sheehy, (2017). ‘Integrated care systems (ICSs) are partnerships that bring together local government, the NHS, social care providers, voluntary, community, faith and social enterprise (VCSFE) organisations and other partners to improve the lives of people who live and work in their area’. Hewitt, (2023)
This would have allowed to break organisations siloes and enable all partners or professionals to work together and tackle challenges and coming to a solution. In this case the care of Mrs Thompson needed to be closely monitored by the domiciliary care members, and they needed to clearly communicate with the sheltered housing facility. Working in collaboration provides more attention on what is required to meet service users’ needs. This would have been helped with Mrs Thomspon’s care. And also using the frameworks of the Care Act 2014 to safeguard vulnerable adults at risk of neglect or abuse.
A care plan should have been put in place with strategies. For example, each time there was a domiciliary visit for Mrs Thomspon a note or update should have been left for the second visit that day. This could have prevented duplication. And in this case, 2 days of missed medication causing further confusion for the service user. Mrs Thompson’s GP could have made a note of the side effect of missing a dose of medication. This should have been reported to the shelter housing association where the service user lives. They could have then made the domiciliary care team aware of this to provide better care. Dementia is an umbrella term describing a group of diseases that result in progressive damage to nerve cells in the brain affecting memory, language, perception, problem solving and behaviour. (Alzheimer’s Research UK, 2026). Mrs Thompson’s access to her medications could’ve also been revoked and properly assessed due to her condition with the disease. 
There are common challenges that can happen in a multi-agency working environment. In the Health and Social Care sector in the UK, some of these can be related to communication barriers, role clarity, information sharing issues, incompatible systems and high caseloads. In this case we can assume that the sheltered housing where the service user resides at might have not been too clear with their role in this situation. Or there could have been an issue with communication which caused sharing information issues. The positive with this case study is that it was escalated to the local council for further investigation. This would hopefully include all the relevant parties to come with a permanent solution for Mrs Thompson and prevent similar issues in the future.

Conclusion
Working within the Health and Social Care sector is an important position. Everyone within it needs to be aware of the potential challenges that can come up. The laws and regulations set in place that need to be used. The different strategies that can be used to overcome these challenges and efficiently do the job. Service users are all equal and should always receive ideal care from H & SC professionals. 
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