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[bookmark: _Toc234618975][bookmark: _Toc234672674][bookmark: _Toc234672794]Introduction:
[bookmark: _Int_2lHYrX5R][bookmark: _Int_EXyylrnS][bookmark: _Int_kWedLOHp][bookmark: _Int_auf7Qor9][bookmark: _Int_7hXqE7rJ]Mrs Thompson is an 84-year-old woman who has recently been discharged from hospital after being treated for pneumonia. She lives alone in sheltered housing and receives care at home twice a day. Mrs Thompson has mild dementia, which affects her memory. As a result, she missed two days of her medication, causing her to become more confused. She was also recently found outside in the cold weather without suitable clothing, which raised concerns about her safety and wellbeing. These incidents show why it is important for health and social care professionals to provide safe, person centred care through effective communication, accurate record keeping and good teamwork. This report will discuss the importance of effective communication when caring for Mrs Thompson, including the Equality Act 2010 and the Transactional Model of Communication. It will also explain the importance of record keeping and the Data Protection Act 2018, before discussing how professionals can work together to improve Mrs Thompson’s care ad reduce future risks.
[bookmark: _Toc234672795]The importance of effective communication in Mrs Thompson’s care:
[bookmark: _Int_aH2et5ow]Effective communication is an important part of providing high – quality, person centred care. It helps health and social care professionals understand a person’s needs, build trust, avoid misunderstandings, and improve their health ad wellbeing (Nursing and Midwifery Council (NMC), 2018). In Mrs Thompson’s case, communication is especially important because her mild dementia can affect her memory, understanding and ability to process information. Her missed medication and being found outside without suitable clothing show the need for clear, supportive, and regular communication between healthcare professionals, Mrs Thompson, and her family. 
[bookmark: _Int_1AEAxEBc]When communicating with Mrs Thompson, health and social care professionals should adapt their communication to meet her needs. They should use clear, simple language, speak slowly, maintain eye contact, and avoid medical words that may be difficult for her to understand. Giving her enough time to respond and checking that she understands essential information, such as how and when to take her medication, can help reduce confusion (NICE, 2022). Professionals should also speak in a calm and reassuring manner because people with dementia may become anxious and upset if they feel rushed or confused. 
[bookmark: _Int_ux4nM8SP]Nonverbal communication is also important. Eye contact, friendly facial expressions, gentle gestures, and positive body language can help Mrs Thompson feel comfortable, respected, and understood. Active listening is another important communication skills. This means listening carefully to what Mrs Thompson says, noticing changes in her behaviour and responding with understanding and empathy. By actively listening, professionals can identify changes in her health or memory early and provide the right support when needed. 
Effective communication with Mrs Thompson’s family is also important. Family members often know her daily routine, how she prefers to communicate and any changes in her behaviour. With Mrs Thompson’s permission, health and social care professionals should involve her family in discussions about her medication, care plan, and ways to reduce future risks. Working together helps provide consistent care and ensures decisions are made in Mrs Thompson’s best interests while respecting her independence (Department of Health and Social Care, 2014). 
[bookmark: _Int_oCEeZHli]The Equality Act 2010 is important in Mrs Thompson’s care because it protects people from discrimination based on protected characteristics, including age and disability (Equality Act, 2010). As Mrs Thompson has dementia, health and social care professionals must make reasonable adjustments to meet her needs. For example, they should use clear and simple language, give her extra time to understand information and adapt the way they communicate. Treating Mrs Thompson with dignity, respect and fairness helps ensure she receives equal access to care and is not treated unfairly because of her age or dementia.
[bookmark: _Int_cFL0klSz][bookmark: _Int_QfXE5D6e][bookmark: _Int_S9vjBFDL]One communication model that can be used in Mrs Thompson’s care is the Transactional Model of Communication by Barnlund. This model explains that communication is a two-way process where both people send and receive messages and respond to messages. It also explains that barriers, knows as “noise,” can affect communication. In Mrs Thompson’s case, her dementia, possible hearing problems, illness or distractions around her may make communication more difficult. Health and social care professionals can reduce these barriers by asking her to repeat essential information in her own words, encouraging her to ask questions, and checking that she understands. This is especially important when discussing her medication, safety, and care plan. 
[bookmark: _Toc234672796]The importance of good administrative skills in Mrs Thompson’s care:
[bookmark: _Int_ZEMwMHh9][bookmark: _Int_bH25hGXJ][bookmark: _Int_s4rOqIuC][bookmark: _Int_0C3D1bfF][bookmark: _Int_re0u9FFP]Good administrative skills are important for providing safe, effective, and person-centred care. In health and social care, administration includes keeping accurate records, updating care documents, reporting incidents, and sharing information with other professionals. These tasks help provide continuous care, support good decision-making, and reduce the risk of mistakes (Nursing and Midwifery Council (NMC), 2018). In Mrs Thompson’s case, good administration is especially important because she missed two days of medication, which increased confusion, and she was found outside without suitable clothing in cold weather. These incidents need to be recorded accurately so that the correct action can be taken.
[bookmark: _Int_nFyO2jam][bookmark: _Int_mZ3nNSlZ][bookmark: _Int_AFnLWaAA][bookmark: _Int_75rsFN4o][bookmark: _Int_ApiYzx8T][bookmark: _Int_D4W56aPn][bookmark: _Int_wayCQUyU]Record keeping is an important responsibility for all health and social care professionals. Records should be clear, accurate, factual, dated and completed as soon as possible after an event happens (NMC, 2018). Good records show what care has been provided, help professionals make informed decisions and allow different services to work together effectively. In Mrs Thompson’s case, her missed medication should be recorded in her Medication Administration Record (MAR), including when the doses were missed, any changes in her condition and the actions taken by staff. It should also be recorded that a medication review has been requested so that her GP and other healthcare professionals can decide if any changes to her treatment are needed. 
[bookmark: _Int_iEeQwFhT][bookmark: _Int_u3E6zgSb][bookmark: _Int_pRnqJ438][bookmark: _Int_4ZGddVmB][bookmark: _Int_xV9P7Gjl]The incident where Mrs Thompson was found outside without suitable clothing should also be recorded using the organisation’s incident reporting system. The report should include what happened, when and where it happened, what staff did at the time and whether Mrs Thompson was harmed. Accurate incident reports help organisations identify risks, investigate concerns, and prevent similar incidents from happening again. They also support safeguarding responsibilities under the Care Act 2014, which aims to protect adults with care and support needs who may be at risk of harm or neglect (Department of Health and Social Care, 2014).
[bookmark: _Int_PFEtwnI1][bookmark: _Int_mOjEXyzh]Confidentiality is another important part of good administration. Mrs Thompson’s personal information, including her medical history, medication records and care plan, must be kept secure and only accessed by professionals who need the information to provide her care. The Data Protection Act 2018 and the UK General Data Protection Regulation (UK GDPR) require organisations to collect, store, and use personal information fairly, legally, and securely (Data Protection Act, 2018). Health and social care organisations must make sure information is accurate, protected from unauthorised access and only kept for as long as necessary.
[bookmark: _Int_4JSFqLYK][bookmark: _Int_2K0pYgiz][bookmark: _Int_1Wy8ucvl][bookmark: _Int_GyRrdj3C][bookmark: _Int_zHzM7DxZ]The Data Protection Act 2018 also means respecting Mrs Thompson’s privacy while recognising that information may need to be shared to keep her safe. For example, details about her missed medication, increased confusion and the incident outside may need to be shared with her GP, community nurse, pharmacist, and social worker so they can work together to provide the right care. Wherever possible, Mrs Thompson should be told how her information will be used, and her permission should be obtained before sharing information with her family unless there is a legal or safeguarding reason to do otherwise.
[bookmark: _Int_6nd6zU21][bookmark: _Int_WpJPEMs8]National policies also support good administrative practice. The Health and Social Care Act 2008 (Regulated Activities) Regulations 2014 requires health and social care providers to keep accurate and up-to-date records for every service user. The Care Quality Commission (CQC) checks that organisations meet these standards and manage information safely. By keeping accurate records, protecting confidential information, and following relevant laws and policies, professionals can improve communication, reduce medication errors, and help keep Mrs Thompson safe while providing high-quality care.
[bookmark: _Toc234672797]The importance of collaborative working in Mrs Thompson’s care:
Collaborative working is important in health and social care because people with complex needs often require support from different professionals. It involves professionals working together to provide coordinated, person-centred care that improves health, wellbeing, and safety (World Health Organisation, 2010). In Mrs Thompson’s case, her recent pneumonia, mild dementia, missed medication, and safety concerns mean that several professionals need to work together. 
[bookmark: _Int_3oyRbi17][bookmark: _Int_KH389qyO][bookmark: _Int_ZVgClSO7]The GP should review Mrs Thompson’s medication and check whether her increased confusion is caused by dementia, an infection, or her medication. The community nurse can monitor her recovery, check her overall health, and support her with taking her medication correctly. Domiciliary care workers visit her regularly and can notice changes in her behaviour, memory, or mobility. They should report any concerns, such as missed medication or wandering outside, to the professionals. The pharmacist can review her medication, check for side effects, and suggest aids such as blister packs to help her remember to take her medicine. A social worker can assess whether she needs extra support or safeguarding after being found outside without suitable clothing. 
[bookmark: _Int_JSTyx9KW][bookmark: _Int_GrRapEuA]Good collaborative working can be encouraged through regular multidisciplinary team (MDT) meetings, where professionals share information, review Mrs Thompson’s progress, and agree on the best care plan (NICE, 2022). Shared care records also help professionals communicate and reduce the risk of essential information being missed, with Mrs Thompson’s consent, involving her family can provide valuable information about her daily routine and support needs.
[bookmark: _Int_GsYHeRZS]However, collaborative working can face challenges such as poor communication, lack of time, different professional roles, and concerns about confidentiality (Glasby and Dickinson, 2014). These issues can delay decisions and affect the quality of care. To overcome them, organisations should encourage regular communication, provide teamwork training, and have clear information sharing policies. By working together, professionals can reduce risks, support Mrs Thompson’s independence, and provide safe, effective, and person-centred care.  
[bookmark: _Toc234672798]
Conclusion:
[bookmark: _Int_LMtiIPDx]Mrs Thompson’s case highlights the importance of effective communication, good administrative skills and collaborative working in health and social care. Clear communication helps professionals understand her needs, involve her in decisions, and work closely with her family while following the Equality Act 2010. Accurate record keeping and following the Data Protection Act 2018 and UK GDPR ensure that information is recorded correctly, kept secure and shared appropriately. Working together, the GP, community nurse, domiciliary care workers, pharmacist, and social worker can provide coordinated care, reduce risks, and improve Mrs Thompson’s health and wellbeing. Overall, following these professional practices and relevant legislation helps provide safe, person-centred care and improves the quality of life for older adults living with dementia.
[bookmark: _Toc234672799]References: 
Department of Health and Social Care (2014) Care Act 2014. Available at: https://www.legislation.gov.uk/ukpga/2014/23/contents (Accessed: 4 July 2026)
Department of Health and Social Care (2014) Health and Social Care Act 2008 (Regulated Activities) Regulations 2014. Available at: https://www.legislation.gov.uk/uksi/2014/2936/contents/made  (Accessed: 4 July 2026).
Glasby, J. and Dickinson, H. (2014) Partnership Working in Health and Social Care. 2nd edn. Bristol: Policy Press.
Information Commissioner’s Office (2024) Guide to the UK General Data Protection Regulation (UK GDPR). Available at: https://ico.org.uk/for-organisations/uk-gdpr-guidance-and-resources  (Accessed: 4 July 2026).
National Institute for Health and Care Excellence (2022) Dementia: Assessment, Management and Support for People Living with Dementia and their Carers (NG97). Available at: https://www.nice.org.uk/guidance/ng97  (Accessed: 5 July 2026).
Nursing and Midwifery Council (2018) The Code: Professional Standards of Practice and Behaviour for Nurses, Midwives and Nursing Associates. Available at: https://www.nmc.org.uk/standards/code/  (Accessed: 10 July 2026).
The Equality Act 2010. Available at: https://www.legislation.gov.uk/ukpga/2010/15/contents  (Accessed: 10 July 2026).
World Health Organisation (2010) Framework for Action on Inter-professional Education and Collaborative Practice. Available at: https://www.who.int/publications/i/item/framework-for-action-on-interprofessional-education-collaborative-practice  (Accessed: 10 July 2026).








7

