


Case Study: Mr O’Conner
Introduction:
Within this case study, we will be researching and analysing the importance of effective communication, accurate and good administrative skills as well as the importance of working alongside other health care specialist to provide a better and effective care plan for Mr O’Conner, a 91-year-old man who has been discharged from the hospital, after undergoing a treatment for his chronic heart failure. Mr O’Conner also receives domiciliary care and extra support from his daughter who visits regularly. Mr O’Conner has experienced breathlessness and swollen ankles, this occurred after a mistake has been made within the domiciliary care, as they have had an error in recording the changes within Mr O’Conner’s medication, leading to his current symptoms. 
Communication:
Communicating correctly and effectively is one of the biggest and most important skills to have and adapt within health care, through effective communication, the correct information and details as well as changes have the chance to be made and carried out effectively, this will avoid any trouble or future mistakes from happening. There are many types of communication, for instance, verbal/non-verbal, body language, written or digital communication, for example signs or pictures. Through actively listening and clearly communicating verbally and through body language, for example hand gestures, will allow a client to develop trust and feel cared for, allowing them to speak confidently about any of their personal feelings or health problems, this will further develop the carer or any health care specialist to work on treatments that can benefit the client. This allows better healthcare outcomes, lower anxiety and leaves fewer health care errors. 
As opposed to Mr O’Connors experience, although he is in domiciliary care and has a carer, there has been an error in recording a change, which led to his current symptoms (breathlessness and swollen ankles) this occurred because there was a fault within the communication, they may have not followed the core principles within the equality act 2010, that must be applied in order to carry out effective care (Gov.UK, 2026), for example age, Mr O’Conner, is 91 years old with a cognitive impairment, suggesting he has trouble with memorising certain things and language issues, not being able to communicate effectively, this could indicate that there was a communication barrier, for instance, memory and recall difficulties, in Mr O’Connors case the carer should have improved their communication through asking relevant questions and working alongside with other health care professionals such as doctors who administrate Mr O’Connors medication, prioritising any changes and recording them as soon as possible to avoid any future mistakes.
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Image 1. Berlo Model Communication (Communication Theory, 2025).


The Berlo 1960 communication model was created to provide a visual framework, demonstrating and simplifying interactions/communication between human beings. This specific model provides a clear understanding of different stages with communication, starting by identifying what the source is, by understanding the type of communication the sender has, the attitude the sender brings, knowledge within the topic, social system, for example their beliefs, values and principles and lastly their culture. This then follows up with the message stage and channel stage. Through the message stage, it Is important to identify the content, elements used for instance pictures or signs, treatment, how it is conveyed and also what type of structure does this message have. The channel stage includes how the message has been used, for example through a telephone or internet. Lastly the receiver, this is the last stage of the Berlo communication model, it is the stage of the receiving the message from the sender, it is similar to the first stage as it identifies the communication skills, attitude, knowledge of the message and the culture. The Berlo communication model is used to carry out effective and clear communication between one another; this model is highly effective within health care as it allows a clear understanding and leaves few mistakes that may be overlooked when communicating. 

Administrative Skills:
Within any healthcare sector, having great administrative skills is extremely vital and necessary to maintain accurate information and medication is being recorded. There are many reasons as to why administrative skills matter within health and social care, for example, ensuring the safety of patients and the services provided, by actively and accurately record keeping, the health care professional supports a wider range of tasks carried out in health care, such as storing important medical records and a medical history, allowing doctors/ health professionals review their patients medical record and have the ability to create personalised and effective care plans, treatments and even lab testings to create accurate vaccines for the majority of people suffering with the same or similar health symptoms. 
Applying accurate administrative skills also allows a smooth care coordination, this simply means, by recording correctly and as soon as possible, it prevents mistakes from occurring or confusion from miscommunication in cross departments related to the patient’s medication or changes in behaviour. Furthermore, by keeping accurate recordings, there Is a better chance of effective schedules, and providing appointments without causing delays due to miscommunication. Many service users during difficult times usually stress and struggle with anxiety due to a loved one who is suffering with health problems, it is very important that as part of the NHS, professionals are providing clear information through phone calls, letters or face to face appointments, this prevents further stress for service users because it allows them to feel supported and easily navigate through a complicated time when presented with different care path ways (Health Care Communication Matters, 2024). 
Great administrative skills also offer operational stability as well as financial, by accurately managing the health care service budget, staff scheduling and allocating staff correctly, it improves facilities as they are well staffed and care is being provided sufficiently which prevents any mistakes or ineffective care towards patients (The Kings Fund, 2021). Lastly by providing correct and legal administrative work, the health and social care sectors are following the correct procedures to maintain the legal and regulatory compliance, most administrators are in control of handling personal and sensitive data regarding the patients’ health history, by keeping track and in line within privacy regulations, keeping everything private and confidential and only accessing on a need to know basis by health care professionals. 
General Data Protection Regulation (GDPR):
The GDPR is a data privacy law that has been transmitted by the European Union which occurred in 2018, this law was introduced to provide better and more control for people who share their personal information, this applies to any company within the EU and UK, giving people the right to access their personal information, rectify it, or make their own decision to delete their personal and sensitive information that was being stored by companies (General Data Protection European Union, 2026). It is vital to ensure the correct information is being recorded and kept safe, in Mr. O’Conners case, It shows that their has been an error because they have not recorded a change within his medication, leading to his current symptoms of swollen ankles and breathlessness, this further implies that the domiciliary care unit did not follow the strict principles within the data protection act 2018, one of the many principles that need to be used when handling sensitive data are to be used lawfully and transparently and accurate/ kept up to date (Gov.UK, 2025), suggesting Mr O’Conners medical recordings were not up to date and therefore resulted in a in his current health problem.
Collaborating with Professionals: 
There are many health care sectors that have their own profession and provide effective care within their unit, however it is extremely vital that these healthcare sectors learn to collaborate their work with other health care sectors, for example domiciliary care, physiotherapist, doctors and dieticians (Care Quality Commission, 2022). In some cases, there may be patients suffering with illness that are being overlooked due to miscommunication within health care sectors, hence, providing clear information and communicating effectively and regularly will allow health care professionals to develop a better understanding of the health problem, which steps to take next and how to provide the best possible outcomes for each patient as they require personalised care. By doing so, there is a lower risk in misinformation and medical errors, in Mr O’Conner’s case there was a medial error in recording a change within his medication, leading him to miss two days of no prescribed medication, which caused difficulty breathing and swollen ankles, this suggest that the domiciliary care that should be collaborating with Mr O’Conner’s GP, did not receive the correct and updated information regarding a change to his medication, leading to not recording the new change which resulted to Mr O’Conner’s current symptoms. 
Conclusion:
In conclusion, the importance of good communication, administrative skills and working together within healthcare is crucial because it allows each sector to work as a team, receiving the correct information from each patient to support them in creating the best and personalised care plan for patients who are suffering with illnesses, by working together, patients will feel safer and encouraged to seek help when there is an understanding and shown support. Therefore, the domiciliary care and GP, as well as health care professionals should all work together and provide better communication with each other to avoid another medical error from occurring such as Mr O’Conner, where there was a lack of communication and missed recordings of updated medication. 


Reference List: 

Care Quality Commission, (2022). “Better care through collaboration”. Available: https://www.cqc.org.uk/publications/major-reports/better-care-through-collaboration (Accessed on: 24/10/26). 
Communication Theory, (2025). “Berlo Model Communication”. Available at: https://communicationtheory.org/berlos-smcr-model-of-communication/ (Accessed on: 21/10/26). 
General Data Protection European Data, (2026). “What is GDPR?”. Available at: https://gdpr.eu/what-is-gdpr/ (Accessed on: 22/10/26). 
GOV.UK, (2025). “Data Protection”. Available at: https://www.gov.uk/data-protection (Accessed on: 22/10/28). 
Gov.UK, (2026). “Equality Act 2010”. Available at: https://www.gov.uk/guidance/equality-act-2010-guidance (Accessed on: 21/10/26). 
Health Care Communication Matters, (2024). “The importance of good administration in patient care and wellbeing”. Available at: https://healthcarecommunicationmatters.co.uk/administration/the-importance-of-good-administration-in-patient-care-and-wellbeing/ (Accessed on: 22/10/26). 
The Kings Fund, (2021). “Admin matters: the impact of NHS administration on patient care”. Available at: https://www.kingsfund.org.uk/insight-and-analysis/long-reads/admin-matters-nhs-patient-care (Accessed on: 22/10/26). 



2

image1.png
Berlos’s SMCR Model of communication

Encodes Decodes,
[[somee 225 srssage ——> cmmnet |25 e |

Communication| Content Hearing

Communication

Siills Siills

Attitudes Elements Seeing Attitudes

Knowledge| Treatment Touching Knowledge
Social . Social
el Structure Smelling Syvteam
Culture Code Tasting Culture





