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Introduction
Keeping records and working across teams is very important for health and social practice. These skills help ensure people stay safe and are supported when they need it. Mrs Mann, a seventy-two-year-old patient, has recently had a hip replacement, and she now needs help from multiple professionals. She is seen daily by care workers, counselled by a physiotherapist, and consulted by her GP. Mrs Mann speaks very little English and speaks Urdu, so the staff need to exert extra effort to help her understand what is happening and let her express her needs. Clear communication is also a key consideration for all the professionals involved in her care. Poor record keeping recently resulted in a missed change in therapy, a perfect example of how mistakes happen without proper written (or shared) information. This report will examine communication, record-keeping, and teamwork and explain why they’re critical in Mrs Mann’s care.

1. The Importance of Communication
Communication is a key component of Mrs Mann’s care. She finds it easy to misinterpret orders around her medication, exercise, and even general daily support because she speaks little English. The risk to her health and the confusion of staff who cannot clearly communicate with her could be due to misunderstandings. The Equality Act 2010 says everyone should be treated fairly and not disadvantaged on grounds such as age, race, or disability (Government Equalities Office, 2010). While language is not mentioned in the document, services must still make changes, referred to as reasonable adjustments. For Mrs Mann, this involves using simple words and pausing, employing gestures or pictures, providing translated information, and inviting in a professional interpreter if necessary.
Her daughter may help with interpretation, but staff must not rely solely on the family, as important details can be overlooked. A useful communication model to use when working with Mrs Mann is SOLER. It focuses on body language:
 S – Sit facing her.
 O – Keep an open posture.
 L – Lean forward a little for interest.
 E – Make gentle eye contact.
 R – Stay relaxed 
(Egan, 2014). Using SOLER makes Mrs Mann feel listened to and respected.
Staff should also frequently check her understanding closely in this manner. One way to do this is the teach-back method, using Mrs Mann’s own words to repeat the instructions that staff follow and help ensure she understands them. It is also important for professionals to communicate. Information must be communicated clearly among care workers, physios, and the GP. An unclear or missed message can lead to mistakes, as seen with the recent delay in switching Mrs Mann's medication. Simple tools like SBAR (Situation, Background, Assessment, Recommendation) can help staff better understand messages and avoid misconceptions (NHS Improvement, 2018).

2. The Benefits of Good Administrative Skills and Good Record-Keeping
In Mrs Mann’s care, effective administrative skills are important, as there are multiple entities and everyone needs the same correct data. Good record management helps staff follow the patient's progress, note concerns, and ensure continuity of care. Bad or lost data can lead to mistakes, as seen with the recent medication revision.
As we know from the Data Protection Act 2018 and the UK GDPR, personal data must be managed safely. These laws safeguard people’s privacy and ensure that their details are used safely (ICO, 2021). Staff must follow key rules: information should be used fairly, collected for a clear reason, recorded only when necessary, accurate, kept no longer than needed, and stored securely. This includes Mrs Mann’s information, so the records need to clearly document her mobility, pain levels, medications, and any concerns.
The handwritten notes should be written in simple, factual language. Staff should not speculate or take personal opinions. Record keeping should be done as soon as possible after each visit to avoid mistakes. Good administration also involves maintaining detailed office documents in accordance with the care agency’s policies and reporting issues promptly. Digital systems or open paper file-keeping can be used to ensure everyone knows what happened and what still needs to be done.
The Caldicott Principles also guide staff to ensure the confidentiality of patient information and that only the right people are informed (Caldicott Review, 2013). Complying with these rules minimises the likelihood of mistakes and allows everyone involved in Mrs Mann's care to act safely and confidently.


3. Cooperation With Other Experts
Teamwork is particularly crucial in Mrs Mann’s care, as many professionals collaborate with her. She has care workers who help her every day, a physiotherapist who supports her mobility, and a GP who manages her medication. For her to get the best care, all these individuals need to work together and exchange information.
Good collaborative working encourages mutual respect, listening to one another, and open communication. If, for instance, a care worker observes that Mrs Mann is experiencing increased pain or difficulty moving, this information should be shared with the physiotherapist and GP. This helps everyone act quickly and make better choices.
Improving teamwork can be done in many ways. Frequent meetings, telephone calls, or jointly developed record systems can help staff stay up to date. Communication can be clearer and confusion reduced with tools such as SBAR. Professionals need to focus on Mrs Mann’s best interests and not isolate people.
Multi-agency work is not always easy. Issues like poor communication, unclear roles, or slow information sharing can cause problems. Staff must be aligned, maintain consistent communication, and relay accurate information efficiently to avoid these issues. Respect and trust also improve working relationships.

Conclusion
The case of Mrs Mann shows how crucial communication, record-keeping, and teamwork are in health and social care. Staff need to speak to her in simple, clear, accessible language and make changes where necessary to help her understand, as she speaks almost no English. The Equality Act 2010 reminds staff to provide appropriate and dignified treatment and attend to her distinctive requirements. Good administrative skills and accurate record keeping, in line with the Data Protection Act 2018 and UK GDPR, help prevent mistakes and protect her information. Collaboration among her GP, physiotherapist, and care workers keeps everyone on the same page.
The recent delay in changing her medication shows how slow or non-existent communication or documentation can affect her care. By improving communication, record keeping, and working together, professionals can provide Mrs Mann with safe, consistent, person-centred care.
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