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Written Assignment: Mrs Mann Case Study
1. The Importance of Effective Communication in Mrs Mann’s Care
Effective communication is essential in health and social care, especially when supporting individuals with language barriers and complex needs. In Mrs Mann’s case, her limited English and reliance on her daughter for interpretation present challenges that must be addressed with sensitivity and professionalism.
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The equality Act 2010 have 9 characteristics-
 
· Age
· Disability
· Gender reassignment
· Marriage and civil partnership
· Pregnancy and maternity
· Race
· Religion or belief
· Sex
· Sexual orientation
 
Under the Equality Act 2010, health and social care providers have a legal duty to make reasonable adjustments to ensure individuals are not disadvantaged due to protected characteristics such as age, disability, or race (Equality Act, 2010). Mrs Mann’s first language is Urdu, and her limited English proficiency means care workers must adapt their communication methods. This could include using professional interpreters, translated materials, or visual aids to ensure she understands her care plan and can express her preferences.
Using the SOLER communication model—Sit squarely, Open posture, Lean in, Eye contact, Relax—care workers can build rapport and trust with Mrs Mann. Although eye contact and posture may vary culturally, SOLER encourages active listening and non-verbal cues that show empathy and attentiveness (Egan, 2013). For example, sitting at her level and maintaining a calm tone can help her feel respected and heard, even when verbal communication is limited.
Mrs Mann’s daughter often interprets for her, but relying solely on family members can lead to miscommunication or emotional strain. Professional interpreters are trained to maintain confidentiality and accuracy, which is especially important when discussing medication or care changes. The Accessible Information Standard, introduced by NHS England, reinforces the need for health and care services to meet individuals’ communication needs, including language and sensory requirements (NHS England, 2017).
The recent incident involving a missed medication adjustment highlights the consequences of poor communication. If care workers had ensured accurate handovers and clarified instructions with Mrs Mann and her daughter, the delay might have been avoided. This reinforces the need for clear, inclusive communication strategies that respect cultural and linguistic diversity.
In summary, effective communication in Mrs Mann’s care involves more than speaking clearly—it requires cultural awareness, legal compliance, and the use of appropriate models and tools to ensure her voice is heard and her needs are met.
2. The Importance of Good Administrative Skills in Mrs Mann’s Care
Administrative skills, particularly accurate record keeping, are vital in health and social care. In Mrs Mann’s case, inconsistent documentation and a missed communication led to a delay in medication adjustment, which could have affected her recovery and wellbeing.
The Data Protection Act 2018 outlines key principles for handling personal data, including accuracy, confidentiality, and lawful processing (Data Protection Act, 2018). Care workers must ensure that Mrs Mann’s records are up to date, securely stored, and shared only with relevant professionals. This includes documenting her medication changes, physiotherapy visits, and communication preferences. Failure to do so can result in errors, delays, and breaches of trust.
Accurate records also support continuity of care. Mrs Mann receives support from multiple professionals—care workers, a GP, and a physiotherapist. If her care file contains outdated or conflicting information, it can lead to confusion and unsafe practices. For example, if her physiotherapist is unaware of a medication change, they may recommend exercises that conflict with her current treatment.
Policies within health and social care settings often include internal audits, supervision, and incident reviews to maintain high standards. The recent internal review of Mrs Mann’s case suggests that her care provider is taking steps to improve documentation and prevent future errors. This aligns with guidance from the Care Quality Commission (CQC), which emphasizes the importance of clear, accurate, and accessible records in adult social care services (CQC, 2021).
Good administrative skills also involve time management, attention to detail, and understanding legal responsibilities. Care workers must know how to use digital systems, write objective notes, and follow protocols for sharing information. Training and supervision can help staff develop these skills and understand the impact of poor record keeping on service users like Mrs Mann.
In conclusion, administrative skills are not just about paperwork—they are about safeguarding individuals, supporting professional collaboration, and ensuring legal compliance. In Mrs Mann’s case, improving documentation will enhance her care experience and reduce the risk of future incidents.
3. The Importance of Collaborative Working in Mrs Mann’s Care
Collaborative working is essential in health and social care, especially when supporting individuals with complex needs. Mrs Mann’s care involves multiple professionals, including her GP, physiotherapist, and care workers. Effective collaboration ensures that her care is coordinated, safe, and responsive to her changing needs.
A multidisciplinary team (MDT) approach allows professionals to share expertise and make joint decisions. For example, the physiotherapist supports Mrs Mann’s mobility after her hip replacement, while the GP manages her medication. Care workers monitor her daily wellbeing and report any concerns. If these professionals work in isolation, important information may be missed or duplicated.
Communication between team members is key. Shared care plans, digital records, and regular meetings can help professionals stay informed and aligned. In Mrs Mann’s case, a missed communication led to a delayed medication adjustment, suggesting that handovers and updates were not effectively managed. Introducing clearer protocols and digital tools could prevent such issues.
Collaborative working also benefits Mrs Mann emotionally. Knowing that her care team is united and responsive can build trust and reduce anxiety. Her daughter plays an important role in interpreting and advocating for her, but professionals must ensure that she is not overburdened or excluded from decision-making. Inclusive planning that involves both Mrs Mann and her family can improve outcomes and satisfaction.
Challenges to collaboration include time constraints, unclear roles, and language barriers. Professionals may have different priorities or limited opportunities to communicate. Training in teamwork, cultural competence, and communication can help overcome these barriers. The Social Care Institute for Excellence (SCIE) highlights the importance of interprofessional collaboration in improving care quality and reducing risks (SCIE, 2022).
The NHS also promotes Integrated Care Systems (ICS), which aim to bring together health and social care providers to deliver joined-up services. While Mrs Mann’s care is community-based, the principles of integration—shared goals, mutual respect, and coordinated planning—are highly relevant (NHS England, 2023).
In summary, collaborative working in Mrs Mann’s care is not just about sharing tasks—it is about building a network of support that respects her needs, values her voice, and ensures safe, effective care.
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The Equality Act will
bridge the gaps in our civil
rights laws and protect

EVERYONE




