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Introduction
This case study is regarding Mrs Mann. She is a 72-year elderly old woman. She has recently been through hip replacement surgery at the hospital and was recently discharged. Her residential status is that she lives alone in her own house. Twice a week she receives visits from a domiciliary care agency.
 Also twice daily to assist with personal care and mobility. Mrs Mann speaks very little English her first language is Urdu. Her daughter, lives locally, she often helps translating and interpreting for her.
The care team also communicates with her GP and a community physiotherapist. The physiotherapist visits her twice a week to support her rehabilitation. Recently, there were some problems with her care records documents. This inconsistently in the documentation led to a miss communication resulting in a delay to Mrs Man’s medication adjustment. This understandably caused concern for her family so now this incident is under internal review.
Importance of effective communication 
Mrs Mann’s daughter will have to get in touch with her GP to explain her needs. Mrs Mann has a right as a citizen of the UK to be treated fairly and equally and not be discriminated against. According to the Equality act 2010, which was passed in the parliament during the Mr Brown’s term as a PM. 
The Equality Act 2010 clearly states the nine protected characteristics which are age, disability, gender reassignment, marriage, pregnancy and maternity, race, religion or belief, sex and sexual orientation. Among other things, the Act simplifies or clarifies the definitions of direct discrimination (including association and perception), indirect discrimination, harassment and victimisation and extends positive equality duties to public authorities which must have due regard to the need to eliminate discrimination, advance equality of opportunity, and foster good relations between different groups (GOV.UK).
Health literacy plays a critical role in addressing these communication gaps. Mrs Mann’s daughter must have good knowledge of her health needs and medication.
Health literacy means the ability to understand and find and use information to make informed health-related decisions.
Health communication plays a critical role in addressing these communication gaps. It involves more than just sharing information, it requires ensuring patients and families can comprehend and act on that information.
Failure by the health providers to bridge this understanding gap, leaves patients to struggle to navigate their healthcare journeys, leading to worse health outcomes. (Sage Journals). Effective communication is essential for quality healthcare. Patient bonding and therapeutic relationships are formed due to effective Communication.  with patients forming to therapeutic relationships which that benefits patient-centred outcomes. Exchange of information between the provider and patient can help in medical decision-making, such as better self-management (BMC Health Serve Res 23, 886 (2023).   In Mrs Mann’s case the daughter should 
Should get in touch with the GP and the care company and also the physiothereapist. They all will have to communicate together in order to have a self-centred care plan for Mrs Mann.  This will Enable missus mann make the little choices to be told what services are available to know the costs and that the provision has clear information it requires the health and social care worker getting to know the individual as a unique person as a very important person (McLean associates 2015). This is about working in partnership with Mrs Mann through communicating with her via her daughter. Allowing Mrs Mann to be as an equal partner in person centred care. 
Mrs Mann will get the help to build up her resilience she will feel confident and enthusiastic. The building of positive and credible relationships with frontline workers. Therefore there needs to be a flexible and reliable service delivery that the service has an eye and valuing diversity needs to calm rising there needs to have consistent service delivery (brooke 2004) The language used within health and social sector is very important when communicating with Mrs Mann user her daughter for examplethe word help and the word assist what is the difference between them in the health and social care sector. Help is total dependence on the carers and workers whilst assist is that they will ask Mrs Mann first if she needs to be assisted. This will give her independence and self-control of her care.
The usage of  the Berlo communication model which is based on Discussing a treatment plan with the patient giving instructions to a care worker communicating with a colleague about a client care workers need to be able to communicate verbally in order to respond to questions, find out about patients problems or needs, and to draw out all the information they need from a service user as they can come across barriers active listening is a key communication skill that is taught to health and social care professionals it is the process of fully attending to another person using both non verbal and verbal cues in order to check understanding of the patient this requires the health care worker to focus entirely on the speaker good active listening skills can help to build trust and report resolve conflict and improve overall communication nonverbal communication using non-verbal communication is key there may be times Mrs Mann struggles verbally  Understanding her requirements without the need to be verbal and making sure they understand is important for Mrs man's care.(Berlo 1960)
Good administrative skills and Record keeping
Good administrative skills vital for managing operations ensuring patient and staff satisfaction, and men maintaining regularity compliance in a healthcare setting understanding medical terminology, coding, and building ensures accurate record keeping and financial process is skills with electronic health record systems data. Management and standard software like Microsoft Office, knowledge of regulations like HIPPA is necessary. 
To protect patient privacy data analysis is the ability to analyse data to make informed decisions about facility management and service improvement time Management prioritising tasks delegating responsibilities and meeting deadlines in a fast-paced environment risk management identifying potential risks in operations and implementing strategies to mitigate them technical skills like data management and knowledge of medical terminology skills such as time management and strategic planning and interprets skills like communication and conflict resolution.
Record keeping is a vital part of health and social care and all health and social care workers employees including service managers frontline care workers care home workers personal assistants and other care providers are responsible for managing records appropriately and in accordance with the law. 
Record keeping is an integral part of health and social care work and essential part of supportive personal centred care. 
Record keeping in health and social care is about writing down what you have done, what you observed and any relevant decisions made and what will happen next. These records may be paper based or digital daily not so formal assessments but they all have the same aim to communicate the right information to the right people at the right time.The personal information about patient patient residents care plans patient resident legal documents are common accommodation information financial information referral information local authority reports written correspondence information shared by family transcriptions of conversations conversations about patient resident safeguarding information concerns and  record good quality record isn't a central part of ensuring good outcomes for the people who use you use their service record keeping is an important part of providing high quality safe and effective care to those who need it and ensures everyone has the right information at the time accurate record keeping benefits everyone including the people using the service that K providers health and social care employees and the wider health and social care system record good record keeping is important in health and care social because encourages care and support of patients residents promotes continuity of care helps identify emerging patterns and challenges a person might have might be having helps to prioritise interventions improves patient residents residents safety helps staff to respond more quickly to patient resident needs promotes effective communication both entirely an extremely helps to quickly and easily share important information aides of this not involved with the patient resident quickly understand the situation reduces the chance of information duplication and errors improves accountability and transparency can be used as evidence in case of compliance investigations or court cases ensures the staff can easily comply with their legal duty to record information
Conclusion
Effective healthcare management and leadership requires blend of emotional intelligence, strong communication  and Strategic thinking skills as well as team building, decision-making an membership. 
By being able to demonstrate these skills and strategies affectively, how to workers can deal with the complexities of the sector improve services and enhance the well-being of their teams and communities they serve.(NHS website) in Mrs Mann’s case her daughter will build a solid and a positive communication relationship with the care company this will allow her to request a positive and efficient care for her mother. 
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