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Introduction 
Good communication, clear record-keeping, and strong teamwork are all important parts of good health and social care practice. These skills help to keep people safe, especially when they have extra needs or rely on different professionals for their care. Mrs Mann, 72-year-old women recovering from hip replacement surgery, receives support from care workers, her GP, and a community physiotherapist. She faces extra challenges because she speaks limited English and often needs help from her daughter to communicate. This means staff must make sure communication is respectful, accessible, and meets the requirements of Equality Act 2010. Recently, a mistake happened due to poor documentation, which caused a delay in her medication being adjusted. This report will discuss communication, record-keeping, and collaborative working in relation to Mrs Mann’s care. 
Importance of Effective Communication in Mrs Mann’s Care 
Communication is a key part of providing safe and person-centred care. For Mrs Mann, communication needs extra attention because English is not her first language. Her first language is Urdu, which means she may struggle to understand instruction about medication, physiotherapy exercises, or daily care tasks. Poor communication can easily lead confusion or mistakes, so staff must use clear and simple communication to help her feel confident and safe. 
The Equality Act 2010 states that services must treat people fairly and make reasonable adjustments when needed. In Mrs Mann’s case, reasonable adjustments could include using a professional interpreter, offering translated information, or using pictures and gestures to explain things. These adjustments help Mrs Mann understand her care better and give her equal access to services. 
Care worker should speak slowly, avoid complicated medical words, and check understanding regularly. Using the “teach-back” method-where Mrs Mann explains the information back in her own words-can help ensure she has understood correctly. Non-verbal communication, such as showing exercises or or pointing to objects, can also be useful, especially during physiotherapy. 
Although Mrs Mann’s daughter often helps with interpreting, relying on family members can sometimes cause problems. Family may misinterpret information, feel pressured, or misunderstand details. There are also confidentiality concerns when discussing personal information. For important discussions like medication changes or care reviews, a trained interpreter is safer and more professional. 
One communication model that can support practice is the Transactional Model of Communication. This model explains that communication is a two-way process where both people send and receive messages. It also highlights that “noise”, such as languages barriers, stress, pain, or confusion, can affect how well a message is understood. For Mrs Mann, language is a major “noise” factor, so care workers must adapt their communication style to reduce misunderstandings. 
Good communication is also important between professionals. If are workers, the physiotherapist, and the GP do not share clear and accurate information with each other, mistakes can happen. This is shown in Mrs Mann’s recent incident, where poor communication and unclear records led to a delay in changing her medication, which could have affected her recovery. 
Overall, effective communication also supports Mrs Mann emotionally. When she feels understood, she is more likely to express her needs, report pain, ask questions, and take part in decisions about her health. This strengthens trust between her and the care team and promotes a truly person-centred approach. Ultimately, good communication helps keep Mrs Mann safe, involved, and respected in every aspect of her care. 
Importance of Good Administrative Skills in Mrs Mann’s Care 
Good administrative skills are essential in health and social care because they help keep information accurate, organised, and safe. 
This is especially important when several professionals are involved in a person’s care, as in Mrs Mann’s case, poor administrative practise can lead to serious mistakes, such as the medication delay, she experienced. 
Record-keeping involves writing down what care has been given, when it happened, and any changes in a person’s condition. These records must be clear, factual, and completed immediately after each visit. If nots are missed or written incorrectly, other professionals may not have the information they need to continue safe care. For Mrs Mann, incorrect records could mean that exercises are done wrongly, medication is not adjusted on time, or risks are not identified quickly. 
The Data Protection Act 2018 explains how personal information should be stored, shared, and protected. Mrs Mann’s health information is sensitive, so it must be kept confidential and only accessed by staff who are involved in her care. Good administrative practise includes storing paper record securely, using passwords for digital records, and sharing information only when necessary. For example, when talking to Mrs Mann’s daughter, staff must make sure they only share information with Mrs Mann’s consent. 
Accurate records also support good communication between Mrs Mann’s GP, physiotherapist, and care workers. If the GP changes her medication, this must be written clearly and passed on to everyone involved. Failing to communicate this properly contributed to the recent incident in her care. Using standard forms, double-checking changes, and following organisational policies can help prevent these mistakes. 
Health and social care policies such as the Care Quality Commission (CQC) (2023) standards emphasise the importance of safe, well-managed records. These standards require that providers can show evidence of the care they give. Good administrative skills also help protect staff, as records provide evidence of what actions were taken during each visit.  
Strong administrative skills ensure that information is accurate, secure, and shared appropriately. This reduces the risk of mistakes and supports safe, coordinated care for Mrs Mann. Additionally, ongoing training for staff in record-keeping and data protection can further enhance the quality of care provided. By regularly reviewing and updating administrative procedures, health and social care teams can stay compliant with the latest legislation and best practice, ultimately safeguarding both service users and professionals. 
Importance of Collaborative Working in Mrs Mann’s Care 
Collaborative working means professionals working together to provide safe, coordinated, and person-centred care. Mrs Mann depends on several different professionals: care workers, her GP, and a community physiotherapist. Each plays an important role, but their work must be connected and well-communicated to support her recovery. 
Teamwork helps professionals share important information, avoid duplication, and respond quickly to changes in Mrs Mann’s condition. For example, if the physiotherapist notices that Mrs Mann is struggling with mobility this should be shared with care workers so they can support her more effectively. Likewise, if care workers observe pain or swelling, they must report this to the GP or physiotherapist.
 However, teamwork can be challenging. Problems may include unclear responsibilities, busy schedules, or delays in information sharing. In Mrs Mann’s case, the delayed medication adjustment shows what communication breaks down between professionals. 
To improve collaboration, professionals can used shared records, regular team meetings, and clear reporting procedures. Having a named care coordinator can also help by ensuring that information flows smoothly between agencies. Training on communication, equality, and cultural awareness is also useful because it helps staff understand how Mrs Mann’s language needs affect her care, Thompson, N. (2018). 
Another key aspect of collaborative working in Mrs Mann’s care is the involvement of multidisciplinary perspectives, which ensures that no important element of her health or wellbeing is overlooked. Each professional brings specialist knowledge that contributes to a more complete understanding of her needs. For example, a GP may focus on medical treatment and medication management, while a physiotherapist concentrates on mobility, strength, and rehabilitation. Care workers, on the other hand, observe Mrs Mann daily and often notice early signs of changes in her physical or emotional state. When these perspectives are combined, the team can create a much more accurate overall picture of her health. 
Collaborative working also supports person-centred care, which is essential for someone like Mrs Mann, who may rely heavily on others for communication, emotional support, and day-to-day assistance. By working together, professionals can tailor interventions to her preferences, cultural needs, and personal goals. For example, if Mrs Mann prefers certain routines or communication methods, all professionals involved need to be aware so that she receives consistent and respectful care. This consistency can reduce anxiety, build trust, and make Mrs Mann feel more in control of her situation. 
When professionals work well together, Mrs Mann benefits from safer and more effective support. It ensures that everyone is working towards the same goals and that her recovery progresses smoothly.  


Conclusion 
Mrs Mann’s case shows how important communication, record-keeping, and collaborative working are in health and social care. Her limited English means staff must use clear, simple, and culturally sensitive communication that follows the Equality Act 20210. The recent issue with her medication highlights the need for accurate administrative skills and strong record-keeping practices that follow the Data Protection Act 2018. These skills help prevent mistakes and ensure information is shared safely. Collaborative working between her GP, physiotherapist, and care workers also plays a vital role in keeping her care coordinated and effective. When professionals share information properly and work as a team, Mrs Mann receives safer and more person-centred care. Overall, these three areas are essential to supporting her recovery and promoting her independence and well-being.  
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