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1. Introduction:
Effective health and social care practice depends on clear communication, accurate record keeping, and effective collaboration between professionals to deliver safe, inclusive, and person-centred care. This report examines the importance of communicating effectively with service users and their families, with reference to the Equality Act 2010 and Berlo’s communication model. Using Mrs Mann’s case study, it also considers the role of good administrative practice, including record keeping and data protection, and the impact of collaborative working on care quality and outcomes.
 
2. Effective communication with service users and their families:
Effective communication is essential for providing high-quality, person-focused care as it builds trust, facilitates mutual understanding, assists making the right decision, minimises errors and improves the overall experience for individuals and their families. Poor communication leads the care quality to be compromised; vital information may be missed or misunderstood. Referring to Mrs Mann’s case study, due to ineffective communication there was a delay in medication adjustment that affects her care negatively. Therefore, the Equality Act 2010 is in place to protect the provider and the service user efficiently. According to the Mind (2023), the Equality Act 2010 is a law that provides legal protection against discrimination and allows individuals to challenge any unfair treatment.
As stated by Government communication service (2025), the Equality Act 2010 prohibits services to discriminate against individuals with protected characteristics and take initiatives to make it accessible for all. To communicate effectively with service users and their families, it is therefore important to provide the information in a way that everyone participate in a care discussion with full understanding. While dealing with health issues of Mrs Mann, it is important to communicate in a way that shows respect for Mrs Mann and her family. In addition, making assumptions about her circumstances based on her background such as age, gender, race, religion or any other characteristics is prohibited in accordance with the Equality Act 2010. This approach ensures communication is fair, inclusive and does not leave anyone out.
                                                                            (Government Communication Service, 2025) 
Similarly, it is instructed by the Act that services need to make reasonable adjustments to make the communication as well as information is understandable and accessible to everyone as someone may require large print, simplified language, audio services, interpreters or any other communication assistance where in Mrs Mann’s case, arranging an interpreter prior any meeting is vital to ensure quality care for her. It is important to allow Mrs Mann and her family to discuss their needs and ask any questions. Attentive listening to her concerns helps to develop mutual understanding which facilitate better care. 
The NHS England Digital (2022) highlights, it is essential to respect individual’s preference on how they want to obtain their information, give them opportunity to make decisions and respect their preferred method of contact about their care. Also making sure their privacy and confidentiality is protected. As stated by the Equality Act 2010, services must not discriminate for an older person like Mrs Mann no matter what background she belongs and removes any barriers that may hamper her access to care.

In 1960, David Berlo introduced a model of communication known as Berlo’s model of communication, which is consists of four key elements: Source, Message, Channel and receiver (SMCR). The model highlights, effective communication not only relies on what is communicated but also on the way message is created, delivered and interpreted. In Mrs Mann’s case, sources are domiciliary care agency, her GP and a community physiotherapist who is responsible for sending the message about her care and the effectiveness of the message depends on their communication skills, knowledge, attitude and cultural understanding affect how the message is presented. The message that is being shared by her care team, including choice of words and clarity is essential. Likewise, the method of conveying the message (channel), such as verbal communication, body language, written statement or any other method of communication; carer team must consider using Mrs Mann’s preferred method of communication that is outlined in The Equality act 2010. Nevertheless, it is important for a service provider to consider individuals abilities and communication preference to ensure effective care for a receiver like Mrs mann. However, Berlo’s (SMCR) model can assist Mrs Mann’s care team to recognise any potential points like unclear message or irrelevant channel that might lead failed communication. The use of this model may help Mrs Mann’s carer to fulfil any required adjustments of communication, minimises misunderstandings, strengthen trust and collaboration with Mrs Mann’s.
                                                                                                    (Journalism. University, 2025)

3. Good administrative skills:

Record keeping is a key professional practice in health and social care, supporting the delivery of safe, effective, and accountable services. It involves making the accurate and consistent record of information about a service user’s care, treatment, decisions and progress which is vital for both clinical practice and legal responsibilities. 
Accurate record keeping ensures healthcare professional have access the current information about a client’s needs, treatments, responses and any changes in their condition. This continuous keeping of information is important for planning and developing effective care. Likewise, health and social care documentation consists of a legal record of the services delivered to the patients. In the event of a legal issue such as to deal with any complain, investigate something; accurate record keeping shows what actions and decisions were made, that protects both service user and the professionals involved. (PubMed, 2021) As Mrs Mann is being treated by two different organisations, her record keeping ensures, each healthcare individuals have the right information while they treat her and also allows them to collaborate with each other to deliver the effective care, 
According to Health and Care Professions Council (2024), records in health and social care contain a person’s sensitive information that must be stored and accessed securely in compliance with UK GDPR and data protection act. This sensitive personal information is only accessible by authorised personnel. In Mrs Mann’s case, any unauthorised access to her personal information can cause harm such as someone might take advantage of her vulnerability or she might be a victim of abuse.
The HCPC (2024) reports, service providers should give the assurance to the service users that their personal information will remain confidential, that builds trust and service users feels confident to share important details that helps to deliver more professional and productive care. A lack of trust makes an individual to 
withhold information, that may compromise the overall quality of care. Service user’s Personal rights are maintained when confidentiality is followed throughout the care process that eradicates the likelihood of an individual’s sense of embarrassment, harm and discrimination. 
According to Information Commissioners Office (2024), Personal information should be managed in a fair, lawful, and transparent manner, and collected solely for clearly defined purposes. It must be relevant, sufficient, and limited to what is necessary, while remaining accurate and up to date. Records should be retained only for as long as needed and stored securely to prevent unauthorised access, loss, destruction, or damage. The care team and community physiotherapist of Mrs Mann is responsible for keeping her medical file up to date and by applying data protection principles, the care team ensures that Mrs Mann’s information is kept accurate, secure, and used solely for her care, help to prevent mistakes such as administering the wrong medication.  
4. Importance of collaborative work among professionals:
Research from National Library of Medicine (2015) indicates that, when professionals collaborate with each other the clinical outcomes improve significantly that minimise medical errors, prevent adverse effects, and lowers the rate of morbidity and mortality. For instance, teamwork between GP and community physiotherapist has been associated with a reduction in medication errors that enhances overall patient safety.
The Sage Journals (2022 states, to meet a service user’s physical, emotional and social requirements, professional from different background work collaboratively by utilising their skills and expertise. This diverse approach assures that care plans are tailored to the whole person. Collaboration among health care professionals improves better communication, help professionals to learn from each other and reduce staff burnout. Similarly, collaboration allows health and social care team to use resources in an efficient way that prevents duplicated work and solve problems at the same time. As Mrs Mann is recovering from a hip surgery and professionals who involves in her care plan, provides their expertise such as a medical treatment, mobility support, assistance in day-to-day activities, therapy that delivers a co-ordinated care plan.
5. Conclusion:
The delivery of safe, inclusive, and person-centred care depends on effective communication, accurate record keeping, and interprofessional collaboration. Informed by the Equality Act 2010 and Berlo’s SMCR model, these approaches improve care quality, ensure legal compliance, and support holistic, co-ordinated care.
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