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Introduction.
Mrs Thompson, an 84-year-old woman, was recently discharged following a bout of pneumonia and lives independently in sheltered housing. She receives twice-daily domiciliary care but has mild dementia, which causes her to forget her medication. Recently, she missed two doses over two days, resulting in increased confusion. This situation prompted the filing of an incident report and a request for a medication review. Additionally, she was found outside in cold weather without suitable clothing. The local authority is currently reviewing the case.
This report addresses the importance of effective communication, record-keeping, essential communication skills, and collaborative efforts with other healthcare professionals, as well as the strategies and challenges faced in a multi-agency environment. In this context, effective communication entails the ability to send, receive, and comprehend information, ensuring that care is delivered safely, compassionately, and in a manner centred around the individual. Record-keeping is vital for ensuring safety, continuity of care, legal compliance, and accountability. Effective collaboration involves individuals merging their skills, knowledge, and efforts in a coordinated, respectful, and goal-oriented manner to achieve reliable and positive outcomes NICE (2025).

Importance of Effective Communication to Mrs Thomson's Care
Effective communication in health and social care is the clear, purposeful, and empathetic exchange of information (Communication Theory, 2014). It uses active listening, simple language, non-verbal cues, cultural sensitivity, and verbal, written, or visual methods tailored to the individual. This supports reliability, patient safety, and person-centred care (NIHR, 2019).
Because Mrs Thompson has mild dementia, healthcare workers should use clear, concise language and eye contact to support understanding. Her family and representatives should be involved in decisions concerning her memory difficulties. Transparent information sharing, structured updates, and active listening help build trust and collaborative care.
The Equality Act 2010 prohibits unjustified age and disability discrimination in health and social care. Mrs Thompson must therefore receive dignified, individualised care and communication adapted to her dementia.
To enhance communication, Berlo’s Model of Communication offers an effective framework in Mrs Thompson’s case; this model highlights the significance of the assessment in partnership with the carers, Mrs Thompson and her family. For instance, a carer using this model would seek Mrs Thompson’s response to confirm her awareness of instructions given to her and her family. Open communication where concerns are candidly shared, recognised, and collaboratively handled will create a good care plan (GOV.UK, 2013).  
Verbal communication allows for real-time adjustment based on the listener’s reactions, whereas written communication provides a permanent record that can be reviewed multiple times.
Routine updates and announcements, on the other hand, can be handled effectively through written formats. Effective communication does more than transfer information – it moves people to think, feel, or act. Motivation is the strategy of framing messages in ways that resonate with the receiver’s interests, values, and goals, making them more likely to engage with and act on what is communicated.
Transparent, purpose-driven communication – one that explains not just what is happening, but why – creates a sense of inclusion that motivates engagement rather than passive compliance.
Positive framing, inclusive language, and a tone that respects the receiver’s perspective are practical tools for motivating changes in Mrs Thompson’s condition through communication. (Strategies for effective communication: Enhancing clarity and engagement • Teachers Institute, 2023)

Managerial Skills Among Health Care Professionals 
Managerial skills, especially in record-keeping, are crucial in providing evidence-based accounts of events, informing contingency assessment and prompt reviews of her care plans and preventing future cases.
The Data Protection Act 2018 (DPA 2018) is a UK parliamentary act that updates and replaces the Data Protection Act 1998, aligning UK law with the General Data Protection Regulation (GDPR). The Act regulates how organisations, including businesses, government departments, and public authorities, collect, store, process, and share personal data. It also regulates the handling of Mrs Thompson’s personal and sensitive information. Care providers must comply with the core principles, ensuring that data is processed lawfully, fairly, and transparently. The Act requires that only necessary information be collected, including up-to-date records, health status, and care needs, while avoiding excessive or irrelevant details. These legislative and policy frameworks ensure that Mrs Thompson’s data is managed in accordance with moral principles and in line with the law, supporting the provision of high-quality, safe, and person-centred care (Gov.uk, 2018). 
The Records Management Code of Practice for Health and Social Care (from this point onwards referred to as the Code) is a guide to use in relation to the practice of managing records. The Code provides a framework for consistent and effective records management based on established standards. It includes guidelines on topics such as legal, professional, organisational and individual responsibilities when managing records. It also advises on how to design and implement a records management system, including advice on organising, storing, retaining and deleting records. Wherever possible, organisations should be moving away from paper towards digital records. (NHS, 2016). Digital records offer many advantages over paper records. They can be accessed simultaneously by multiple users, take up less physical storage space and enable activities to be carried out more effectively. Digital information must be stored in such a way that, throughout its lifecycle.
For Mrs Thompson, this means her care records must be kept to a professional standard, ensuring they are legible and accurate, and accessible to Carers. (Powell, Agartan and Béland, 2024).  The Care Act 2014 requires the local authority to involve the adult, any carer they may have, and anyone else the adult may ask to be involved in the needs assessment. Where a person lacks capacity, the local authority must also involve any person who appears to be interested in the individual’s welfare. The assessment must consider how the person’s needs impact on their well-being and the outcomes that an individual wishes to achieve in day-to-day life. Compliance with these legislative and policy frameworks ensures that Mrs Thompson’s data is managed ethically and legally, supporting the delivery of high-quality, safe, and person-centred care. (The National Archives, n.d.)

Importance of working collaboratively
Collaboration in health and social care means professionals, families, and the individual receiving care working together to provide safe, consistent, and person‑centred support. It includes coordinated multidisciplinary teamwork, clear information sharing, holistic care, openness under the duty of candour, consistent application of policies and care plans, and active involvement of the resident and their family. 
In Mrs Thompson’s case, effective collaboration and structured communication were achieved through shared care planning and regular meetings with a multidisciplinary team, allowing healthcare professionals to discuss and share updates on Mrs Thompson’s condition and review her care plans. The framework supports consistent decision‑making, ensuring that all aspects of her physical, mental, and social well-being are evaluated. Furthermore, Carers should develop a shared care plan that is accessible to all involved parties by outlining agreed-upon goals, interventions, responsibilities, and securing high-quality care delivery. Despite its essential role in care provision, working with multiple agencies often faces consequential challenges like communication barriers.
Strategies and Challenges 
According to Teachers Institute (2023), Strategies for effective communication enhance clarity and engagement. We can determine that effective communication is a clear message. Short, direct statements are often more effective than lengthy prose, and diagrams or images can add significant impact and clarity when dealing with complex information. In Mrs Thompson’s case, the incident of forgotten medication or being found outside will lead to breakdowns. To overcome these challenges, Effective reinforcement refers to the deliberate repetition and re-presentation of key ideas to ensure they are retained. This multi-channel approach works because it reaches people through different cognitive pathways.  Charts, diagrams, and infographics don’t just decorate a message – they reinforce it in a way that text alone cannot.  Even the clearest, best-reinforced message can fail if it is delivered through the wrong channel. The choice of medium – spoken, written, visual, or digital – significantly affects how well the message is received and understood. 







Conclusion:
In conclusion, Mrs Thompson’s case highlights the importance of effective communication, earnest administrative skills and comprehensive collaboration within the health and social care sector. As established, purpose-built communication strategies are demonstrated by Berlo’s model of communication. The Equality Act 2010 are essential for engaging both service users with dementia and their families, nurturing respect and understanding of their needs. In addition, diligent administrative skills, specifically in keeping records and observance of the Data Protection Act 2018, are fundamental for accountability in safeguarding sensitive information while maintaining the flow of care. Lastly, harmonious collaboration, guided by organised meetings and sharing information, is indispensable in alleviating multifaceted care needs. Health and Social Care professionals who consistently embed these principles can deliver holistic and responsible person-centred care, respect individuals' dignity and their vulnerability, and enhance safety and overall well-being, like Mrs Thompson.
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