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The origins of the UK’s health and social care system stem from the NHS, which was built in 1948 and funded through taxation (NHS, 2013). Its foundations were established on the basis of patients’ well-being prioritisation, where healthcare services were provided on need instead of patients’ income levels (Gov. UK, 2023). Such origins have strong relevance to the existing healthcare system of the UK, where healthcare professionals are seen giving their best healthcare services. However, Gov. UK (2025) themselves admit that the NHS is experiencing a deep crisis because of challenges of inadequate technology, low investments, and a high employee turnover rate. This application could be seen in how 80% of the NHS institutions have reported staff shortages while 58% experience a high employee turnover rate (Gov.UK, 2025). This has strong relevance to patients’ outcomes because the unavailability of healthcare professionals would only translate into deteriorating patient outcomes. This addresses the need for collaboration and partnership working among the UK’s healthcare professionals. This is strongly needed in Mrs Thompson’s case, who is an 84-year-old woman diagnosed with pneumonia and mild dementia. Her case reflects significant concerning points because she not only forgets to take her medications but also forgets to dress appropriately in public. 
Under such circumstances, healthcare professionals and the multidisciplinary care team must use effective communication and collaboration skills to improve her health outcomes. Therefore, this task aims to use Mrs Thompson’s case as a case scenario to analyse how communication, administration, and collaboration skills play a central role in supporting patients. In this regard, the principles of the Equality Act 2010 and the Data Protection Act 2018 will be used. While the Equality Act 2010 will protect Mrs Thompson against discrimination, the Data Protection Act 2018 will ensure data integrity and confidentiality. Collectively, the application of this legislation will assist healthcare professionals in improving the quality of their services. 
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According to Chapter 1 of the Equality Act 2010, all people will be granted protection on the basis of disability (UK Government, 2010). In this regard, the legislation acknowledges that any long-term physical and mental disability is included in the protected characteristics. Research argues that the condition of dementia falls within disability domains (UK Parliament, 2015). Therefore, it is recognised that Mrs Thompson must be granted due protection against her condition. Although she was seen showing inappropriate behaviour in public, healthcare professionals must quickly use effective communication to support her needs. Evidence supports the role of effective communication because it helps in establishing strong relationships between healthcare professionals and patients (Ward, 2018). Another study contended that effective communication mitigates misunderstandings, improves clarity, and contributes to patients’ development (Leotin, 2025). By using effective communication skills such as transparency, preciseness, empathy, and clarity, healthcare professionals can support her health outcomes. However, a major problem is that such communication can be perceived as wrong, rude, or inappropriate by the service user. At the same time, healthcare professionals must make reasonable adjustments for Mrs Thompson’s case. This is aligned with section 20 of the Equality Act 2010, which states that adjustments must be made where the disabled person is found at a disadvantage in relation to non-disabled people (Gov. UK, 2010). Under such circumstances, it is best to use a communication model of Argyle (1972) which consists of multiple components, as shown in Figure 1. Effective communication skills must be demonstrated by healthcare professionals while using such components. 
In the element of “idea occurs”, healthcare professionals should collaborate together for brainstorming optimal solutions for Mrs Thompson, i.e., recommending some medications to reduce dementia, cognitive behavioural therapy, strong partnership, or preventing her from going outside alone. Among these possible solutions, it is best to recommend that Mrs Thompson should be under constant supervision to prevent her from showing any inappropriate behaviour in public. Message could be encoded as: 
Hello Mrs Thompson, I hope you’re doing well! Our services are committed to providing excellence and prioritising your needs. It has been reported that Mrs Thompson has been showing some inappropriate behaviour, which is a concerning sign for her health. Therefore, we would recommend continuous supervision. However, our multidisciplinary care team is also available for identifying alternative solutions.
This message contains elements of empathy, generous concern for Mrs Thompson’s health, and a commitment to patients’ well-being. Meanwhile, the message should be transmitted to a closed channel, for instance, the professional email of Mrs Thompson’s family members. After receiving and decoding the message, healthcare professionals must use critical and empathic skills to meet with her family members to devise a solution together. 
Figure 1
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In the field of healthcare, administrative skills encompass correct record keeping, ensuring confidentiality, providing referrals, collaborating with a multidisciplinary care team, and protecting patients’ dignity. This has strong relevance to Mrs Thompson’s case, who is in a highly vulnerable position and, therefore, relevant data related to pneumonia and dementia must be recorded with careful consideration and confidentiality. Mrs. Thompson’s dementia condition is extremely sensitive because she has been forgetting to take medications. This addresses the need for accurate bookkeeping by recording her medication intake along with reminding her of medications. In this regard, the Data Protection Act 2018 explicitly mandates organisations to use personal data to protect people against further damage (GOV.UK, 2018). Therefore, administrative skills should be demonstrated by storing Mrs Thompson’s medication data in Microsoft Excel sheets.
 The use of paper or sheets is not recommended in Mrs Thompson’s case because such papers could easily be lost, stolen, or misplaced, which would ultimately lead to a violation of the Data Protection Act 2018. On the other hand, modern research argues for a more advanced documentation process. In this regard, literature highlights the importance of the integration of Artificial Intelligence (AI) in medical record-keeping because it not only reduces healthcare professionals’ burnout but also shows compliance (Bongurala et al., 2024). In the case of Mrs Thompson, record-keeping through AI is recommended because it will keep the data secure and maintain respect. Another main principle of the Data Protection Act 2018 is data minimisation, where the regulation explicitly asks to store only relevant and important data (GOV.UK, 2018). In the case of Mrs Thompson, only pneumonia, dementia, and medication data should be collected to demonstrate the application of the Data Protection Act 2018. Ultimately, the foundations of administrative skills should lie in digitisation, where healthcare professionals should be equipped with knowledge of navigating through Microsoft Excel’s features along with using AI. This is a major revolution in the discipline of healthcare where documentation used to be done poorly on paper. However, such traditional techniques do not guarantee patients’ autonomy, which is a significant risk factor for patients. 
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The case of Mrs Thompson’s reflects an urgent need for collaboration because she needs suggestions from specialised doctors of dementia, pneumonia, mental health counsellors, nurses, and a multidisciplinary care team. Research has consistently highlighted the importance of collaboration in healthcare because it not only strengthens relationships among workers but also improves patient outcomes (Rosen et al., 2018; Udensi, Vunnava, and Durojaye, 2025). This stems from the underlying notion that effective collaboration and partnership keep healthcare professionals united, and they begin to share a common vision for prioritising patients' needs. Since healthcare is a discipline that cannot be functional with healthcare professionals’ collaboration, workers must demonstrate empathy, humility, cooperation, and mutual understanding for each other. The importance of collaboration is not merely constrained to effective workplace partnership, but instead it extends to the development of a growth-oriented hospital culture where workers feel appreciated and valued. When healthcare professionals strive together and share a common vision, it also positively supports their own mental well-being. 
In the case of Mrs Thompson, all healthcare professionals, including the general practitioner, community nurse, and domiciliary care workers, should collaboratively work. However, one of the major challenges that may hinder collaboration is overlapping schedules. Under such circumstances, all healthcare professionals can share and update each other on Mrs Thompson’s data by using electronic health records. Similarly, regular multidisciplinary care meetings can be conducted with mutual understanding. In such meetings, all healthcare professionals, the multidisciplinary care team, and Mrs Thompson’s family members can collaborate for developing care plans. 
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In conclusion, Mrs Thompson’s case reflects serious problems of pneumonia, dementia, inappropriate behaviour, and a lack of concern for the public. However, she is protected against discrimination for her disability, as recognised by the Equality Act 2010. One of the key findings highlighted that healthcare professionals are required to demonstrate the application of effective communication, collaboration, and administrative skills for supporting Mrs Thompson’s needs. While effective communication will help in building a long-lasting relationship with the patient, collaboration will keep the multidisciplinary care team united for supporting Mrs Thompson’s health. Finally, digital administrative skills will not only keep her dignity protected but also show compliance with the Data Protection Act 2018. Ultimately, the findings have reflected on the importance of healthcare professionals’ skills by emphasising that they must use advanced digital skills for record-keeping. 
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