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Effective communication, robust administrative skills, and collaborative working are essential to delivering high-quality, person-centred care, in the community, and social care settings. The case of Mrs Mann, a 72-year-old woman recently discharged from hospital following hip replacement surgery, emphasize the importance of these principles in supporting individuals with complex needs. Mrs Mann lives alone, receives twice daily visits from domiciliary carers to assist with mobility and personal care, and twice weekly visits from a community physiotherapist.
Mrs Mann’s first language is Urdu, and her limited English proficiency, combined with the involvement of multiple professionals, and a recent incident relating to inconsistent documentation, illustrates the potential risks that arise when communication and record-keeping are not managed effectively. This case highlights the relevance of structured communication models, legislative competence, and multidisciplinary coordination.
This report examines three key areas within Mrs Mann’s care: effective communication, good administrative practices, and collaborative working across professional boundaries. Drawing upon relevant UK legislation, national policy frameworks, and academic literature.
[bookmark: _Toc394706362]1.The Importance of Effective Communication Using Berlo’s SMCR Model
Individuals receiving care and support want to be kept informed about and participate in decisions made about their care and support so staff must communicate compassionately and effectively (NHS England).
Effective communication is key to ensuring the safety of service users and that they are supported respectfully. Within Mrs Mann’s case, as English is not her first language communication must be tailored to her needs. The Equality Act 2010 legally protects individuals from direct and indirect discrimination, harassment, and victimisation. It places a legal duty on service providers to make sensible modifications to ensure individuals are not disadvantaged due to protected characteristics, including race and language (Equality Act 2010).
Person-centred communication involves ensuring Mrs Mann understands her care, treatment decisions, and medication adjustments. Using plain language, visual prompts, translated information where needed helps promote her independence and informed consent (NHS England, 2022). Relying on family members to interpret may compromise accuracy and confidentiality. Health and social care professionals must use accredited interpreter services to support service users with limited English Proficiency (Care Quality Commission, 2021).
Berlo’s SMCR model (Sender, Message, Channel, Receiver) provides a framework for understanding the factors that affect effective communication (Berlo, 1960). The model was adapted from Shannon Weaver’s Model of Communication (1949), and emphasises the characteristics of the sender, the nature of the message, the communication channel, and the receivers' ability to interpret the message (University of Edinburgh, 2023).
Sender
In Mrs Mann’s care, the healthcare professional (carer, GP, or physiotherapist) is the sender. Effective communication requires the professional to have clear knowledge of Mrs Mann’s care plan, the ability to use culturally sensitive language, awareness of potential language barriers, and personal attributes such as patience, and non-verbal communication skills are essential to ensure that the source conveys the message appropriately.
Message
The message in Mrs Mann’s case includes instructions about medication, rehabilitation exercises, and follow-up appointments. To ensure comprehension, the message should be clear, concise, and structured. Using visual aids, and simple terminology enhances understanding.
Channel
Channels include verbal communication, written materials, and non-verbal cues. For Mrs Mann, verbal communication supported by a professional interpreter is critical. Written translations of care instructions and visual demonstrations of exercises act as supplementary channels to reinforce understanding. 
Receiver
Mrs Mann, as the recipient of the message must decode the information accurately. Factors such as her language proficiency, cognitive capacity, cultural background, and emotional state influence her understanding. Active listening by the care professional, checking comprehension through feedback, and encouraging questions support effective decoding of the message.
Using this approach improves Mrs Mann’s safety, adherence to care instructions, and overall satisfaction, while complying with the Equality Act 2010 and NHS Accessible Information Standard.
[bookmark: _Toc266488476]2. The Importance of Good Administrative Skills
The burdens of experiencing administration process that do not consistently meet the needs of all users can weigh heavily on patients, and professionals working with them, restricting access to health care, and negatively impacting the quality of care. Administrative skills are essential in professional practice, as accurate record-keeping contributes to safe, lawful, and coordinated care.
Individuals living with long standing health conditions interact with several organisations and services. Some service providers have reported that services and organisations do not coordinate communications, leading to service users managing several different communications from various sources, which causes confusion and delays (The King’s Fund, 2021).
In Mrs Mann’s case, concerns about inconsistent documentation led to a medication delay, demonstrating how administrative errors can impact service users’ health outcomes. Good administrative practice includes timely recording, secure storage of information, and adherence to legal requirements such as the Data Protection Act 2018 (DPA). 
The DPA 2018 and the UK General Data Protection Regulation (UK GDPR) establish strict principles for processing personal data. These include ensuring that information is accurate, up to date, used only for lawful purposes, and kept no longer than necessary (Information Commissioners' Office, 2023).
Individuals responsible for using sensitive, personal data must make sure information is “handled in a way that ensures appropriate security, including protection against unlawful or unauthorised processing, access, loss, destruction or damage.” 
Under the legislation, individuals have the right to:
1. access personal data
2. be informed how personal data is being used
3. have data corrected and updated
4. restrict or stop the processing of personal data
5. have data erased
6. reuse data for different services
7. object how personal data is processed (GOV.UK, 2023).
With several professionals involved in Mrs Mann’s rehabilitation, accurate record keeping ensure continuity of care. Failure to do so may compromise decision-making by other professionals and increase the risk of harm. The NHS Long Term Plan emphasises integrated digital care records to improve safety and reduce duplication of effort (NHS England, 2019). Legibility, clarity, and chronological order are key to preventing confusion.
Professional standards set by the Health and Care Professions Council (HCPC, 2020), require practitioners to maintain detailed, factual, and non-judgemental records. Carers must document what they observed and did rather than assumptions or personal interpretations.
Applying administrative best practice supports person centred care and protects practitioners and organisations from legal risk. Accurate records serve as evidence of care delivered and decisions made. In Mrs Mann's case, strong administrative systems can reduce the risk of further discrepancies, promoting safe, consistent care.
Administrative practices must comply with the Data Protection Act 2018 and GDPR, ensuring secure storage, confidentiality, and lawful information sharing (legislation.gov.uk, 2018). Due to Mrs Mann’s limited English, consent for sharing information must be clearly documented and explained in her preferred language (Department of Health and Social Care, 2022).
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Collaborative working is vital when multiple professionals contribute to a service user’s care. Mrs Mann’s recovery requires coordinated efforts, as she receives support from several health care professionals including, domiciliary care workers, physiotherapist, and her GP, this means effective coordination is key to avoid duplication, delays, or gaps in her care. According to the Social Care Institute for Excellence (SCIE, 2022), effective MDT working leads to better decision making, improved outcomes, and increased service user satisfaction. 
Regular MDT meetings, allow professionals to share updates, agree goals, and address concerns. Shared care plans ensure that each professional understands their responsibilities, Mrs Mann’s rehabilitation goals, and any changes to her medication or care plan. Consistent use of frameworks such as Berlo’s SMCR model supports clear communication across disciplines. 
Challenges often arise in multi-agency working, including differing organisational priorities, communication breakdowns, and variations in documentation systems. In Mrs Mann’s case, the inconsistent records that led to a medication delay may have resulted from poor inter-agency communication or unclear reporting pathways. Strategies to address these include implementing clear communication protocols, using integrated records, and ensuring accountability for follow-up actions.
Each professional involved in Mrs Mann’s care and rehabilitation brings unique expertise and respectful professional relationships are vital to avoid fragmented care. Involving Mrs Mann and her family in shared decision making also strengthens collaboration, ensuring that care remains person-centred
For Mrs Mann, practical collaboration strategies include:
Regular multidisciplinary meetings to update her care plan
Shared electronic records for all professionals
Open dialogue between professionals to address any emerging concerns promptly 
Collaborative working ensures that care delivery is coordinated, consistent, safe, and responsive to Mrs Mann's needs.



[bookmark: _Toc436655586]Conclusion
Mrs Mann’s case demonstrates the importance of structured, effective communication, administrative competence, and coordinated professional collaboration in delivering high- quality health and social care. Given her limited English proficiency, ensuring communication is accessible, culturally sensitive, and well-structured supports her safety and promotes her independence. Effective communication skills have a positive effect on health outcomes, directly impacting quality of care delivery, and safety. 
Robust administrative skills, including accurate documentation and adhering to data protection legislation, underpin safe and legally compliant practice. Collaborative working across the multidisciplinary team ensures continuity of care and reduces the risk of errors or omissions.
Applying legislative requirements, communication models, and best-practice frameworks provides a systematic approach to overcoming language barriers and ensuring clear understanding. Accurate administrative practices ensure consistency, accountability, and helps to reduce inequalities and promote person-centred care. Effective collaboration among professionals facilitates integrated, person-centred care. Collectively, these practices enhance patient safety, recovery outcomes, and satisfaction, while aligning with professionals and legal standards.
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