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The health and social care professions are important in supporting the health, safety and wellbeing of people by providing person-centred, co-ordinated and evidence-based care (Department of Health and Social Care, 2022). Here is a look at one of the cases, Mrs Thompson, an 84-year-old woman whose dementia is only mild and who was just discharged from hospital after having been admitted with pneumonia. Mrs Thompson is a single living in sheltered accommodation and has had two instances of non-adherence to medication, increased confusion and a safeguarding concern. This situation has emphasised the need for good communication, the keeping of accurate records and working cooperatively between health and social care workers to provide quality, safe care (Nursing and Midwifery Council (NMC), 2018). The report will initially address effective communication with Mrs Thompson and her family taking into account the Equality Act 2010 and SOLER communication model. It will then explore the significance of administrative duties, the requirements of record keeping and the Data Protection Act 2018 and will then consider the multidisciplinary working to aid Mrs Thompson's continued care and wellbeing (Care Act 2014).
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To provide safe, person-centred and high quality care it is vital that effective communication is achieved for Mrs Thompson. Mrs Thompson is an 84 year old woman aged 50 years with some mild dementia who has been recently discharged from hospital after suffering from pneumonia. She lives in isolation, is provided with domiciliary care twice a day and has been found without appropriate clothing, leading to an increased level of confusion and a safeguarding concern that she was found without clothing. Health and social care practitioners need to communicate effectively with Mrs Thompson, her family and multidisciplinary team to ensure her wellbeing and minimise further risks (Nursing and Midwifery Council (NMC), 2018). 
Refer to Mrs Thompson's cognitive needs when communicating with her. Dementia may impact memory, understanding and decision-making, so the information should be presented in a clear, simple language and a calm tone of voice. All professionals should take time for Mrs Thompson to assimilate the information and facilitate questions and check understanding by asking her to repeat back important information e.g. when and how to take the medicine (Alzheimer's Society, 2023). Respectful communication helps her to be independent and maintain her dignity and confidence.
It is also important to be able to communicate with Mrs Thompson's family. Family should be engaged in discussions with Mrs Thompson about medication, care planning and safety, with her permission. Information sharing helps family members keep track of her progress, repeat information about health care and be involved when extra help is needed due to changes in her condition. Open and honest communication also contributes to developing trust among the family and healthcare workers and fosters continuity of care (NICE, 2022). 
The Equality Act 2010 underpins communication as it ensures that people are not put at a disadvantage due to a protected characteristic such as age or disability. It is important that reasonable adjustments are made by professionals to ensure that Mrs Thompson can access information and ensure that she is able to be involved in decision making for her care due to her dementia. This can involve giving written information in large print, trying to minimise distracting noise when talking, using an advocate if needed and respecting their cultural beliefs, preferences and personal communication styles (Equality Act 2010).
The SOLER model by Egan is one of the models that can be utilized in communication. To communicate attentively, SOLER reminds professionals to maintain an appropriate body language by Sitting squarely, maintaining an Open posture, Leaning slightly forward, maintaining appropriate Eye contact and remaining Relaxed. A health professional, practicing SOLER, would sit at Mrs Thompson's eye level, be calm and reassuring and listen without interrupting her concerns during the home visit (Egan, 2014). This fosters trust, offers Mrs Thompson opportunities to demonstrate the expression of her needs and to provide the information required to assess her physical, emotional and cognitive wellbeing. 
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Safe, effective and person centred care must be delivered with good administrative skills. For Mrs Thompson, where she has mild dementia, accurate documentation, effective record keeping and secure information management is of specific importance as she had missed two days of medicine, had become more confused and is currently being reviewed by the local authority in terms of safeguarding. Good administration allows the professionals to check her progress, link up her services and minimise risks of further harm (Nursing and Midwifery Council (NMC), 2018; NHS England, 2023). 
All health and social care workers are responsible for keeping accurate records. Records must be accurate, factual, timely and recorded as soon as after providing care (NMC, 2018). In Mrs Thompson's case, the missing medicine, the consequent confusion and the safeguarding incident should be recorded as objectively as possible including observations, actions taken and referrals made. The GP, community nurse, pharmacist and domiciliary care workers are able to inform their clinical decisions if Mrs Thompson has complete records, which will enable them to understand her needs at the time (Care Quality Commission (CQC), 2024). Good documentation also serves to establish proof of professional accountability and continuity of care.
The Data Protection Act 2018 (UK GDPR) requires health and social care organisations to process personal information lawfully, fairly and securely (Data Protection Act 2018). Authorised personnel only should have access to Mrs Thompson's medical records, history of medicines and information regarding her safeguarding as these contain sensitive personal data (Information Commissioner's Office (ICO), 2024). Where there is a lawful basis to share information (e.g. to provide direct care for Mrs Thompson or to help protect Mrs Thompson from significant harm) information will be shared and where possible, information will be confidential (Department of Health and Social Care, 2022). 
There are also a few policy frameworks which endorse good administrative practice. The NMC Code (2018) ensures that nurses and other registered professionals maintain accurate records, maintain confidentiality and communicate effectively with colleagues. Similarly, the Care Act 2014 requires local authorities and partner organisations to protect adults with care and support needs and it is important that these are documented and shared as soon as there is any suspicion of abuse or neglect (Care Act 2014). It is important that comprehensive documentation is maintained as Mrs Thompson was found out of doors inappropriately dressed and has had medication related concerns which needs to be accounted for when making safeguarding assessments and making coordinated interventions.
Effective multidisciplinary working is also fostered by good administrative skills. Comprehensive and precise electronic records, medication charts, incident reports and care plans facilitate the exchange of uniform information among healthcare professionals from various organizations, minimizing duplication, medication administration errors and communication breakdown (NHS England, 2023). For Mrs Thompson, effective record keeping will help to review her medicines, keep track of her cognitive function and ensure that she receives coordinated and person centred care from all professionals involved. As such, good administrative practice is essential to patient safety, the security of sensitive data and better health outcomes, backed up by legislation and standards (CQC, 2024; NMC, 2018). 
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Inter-agency working is vital to deliver safe, coordinated and person-centred care to Mrs Thompson. She is an older woman, aged 84 who has mild dementia, recently has suffered from pneumonia, is not taking her medication properly, has concerns about her safety and is a complex case involving several professionals including her GP, community nurse, domiciliary care staff, a pharmacist and the local authority safeguarding team (Care Act 2014; NHS England, 2023). 
Regular multidisciplinary team meetings (MDT) are one way that effective collaboration can be encouraged, where professionals discuss Mrs Thompson's condition, review her medication, monitor safeguarding concerns and agree shared care plans (NHS England, 2023). Documentation and sharing of electronic health records also enhances communication by having all healthcare professionals have access to accurate and up-to-date information, minimising duplication, medication errors and the sharing of information (Data Protection Act 2018; NHS England, 2023). Person centred care also includes Mrs Thompson and her family in decisions, ensuring that care is based on her wishes, is designed to enable her to be as independent as possible and respects her dignity (Health and Care Act 2022; NMC, 2018).
Although the advantages of multi-agency working are acknowledged, there are also some difficulties. Organisational procedures, poor information sharing, lack of clarity over professional responsibilities and communication breakdowns can have an impact on the quality and continuity of care (Care Quality Commission (CQC), 2024). Fears of confidentiality issues may also make it less likely that appropriate information is shared if professionals are not sure what the laws are (Information Commissioner's Office (ICO), 2024). 
These challenges can be overcome with explicit job definitions, good leadership, frequent case reviews and the use of a shared communication model, like SBAR when transferring clinical information (NHS England, 2023). Interprofessional training is also a continual process that helps to enhance understanding, team working and decision making (Skills for Care, 2024). Hence effective cooperation between a range of agencies is essential to ensure the protection of Mrs Thompson, the management of her medicine and the provision of effective, joined up, high quality care which will encourage her health, safety and wellbeing (NMC, 2018; Care Act 2014).
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To summarise, Mrs Thompson's case shows how effective communication, good administration and collaboration between practitioners is important for providing safe and person-centred health and social care. Clear communication using the Equality Act 2010 and the SOLER communication model helps professionals to understand Mrs Thompson's needs, involve her family appropriately and to encourage informed decision making. Accurate records and adherence to the Data Protection Act 2018 helps to ensure that information that is confidential is kept securely, aids continuity of care and helps safeguard responsibilities. In addition, with the effective working of multi-disciplinary working teams of the GP, community nurse, domiciliary care workers and other professionals, decisions can be made in a coordinated way, intervention can be swift and health outcomes are improved. By applying appropriate legislation and professional standards and evidence-based practice, health and social care workers are able to deliver high-quality, compassionate and coordinated care that supports Mrs Thompson to maintain and improve her health, dignity, independence and overall wellbeing.
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