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1. Introduction
Effective communication, accurate record‑keeping, and strong multi‑agency working are essential skills in health and social care because they help professionals provide safe, person‑centred support. These skills are especially important when working with older adults who have complex needs, such as Mrs Thompson. She is an 84‑year‑old woman living alone in sheltered housing, and she has mild dementia, which affects her memory and daily routines. Recently, she missed two days of medication and was found outside without suitable clothing, which shows she is at risk and needs coordinated support. Therefore, this assignment will discuss three key areas: how to communicate effectively with Mrs Thompson and her family, how good administrative skills and record‑keeping protect her safety, and how multi‑agency working supports her health and wellbeing. The discussion will draw on recent academic sources, teaching materials, and key legislation such as the Equality Act 2010 and the Data Protection Act 2018.

2. Importance of effective communication
Effective communication is a key part of health and social care because it helps staff understand a person’s needs and respond safely. In Mrs Thompson’s case, communication is especially important because she has mild dementia, and this affects her memory, concentration, and ability to process information. As a result, she may forget instructions, become confused, or struggle to explain how she feels. Therefore, care workers must communicate with her clearly and calmly so she can understand what is happening and feel reassured (Alzheimer’s Society, 2020).
Because dementia affects how a person receives information, staff should use simple language, short sentences, and a slow pace. They should also repeat key points when needed and check her understanding by asking her to explain the information back in her own words. In addition, using visual aids such as large‑print medication charts or colour‑coded pill boxes can help her remember when to take her medication. These approaches support her independence while also reducing the risk of missed doses.
The Equality Act 2010 is important in Mrs Thompson’s care because it requires health and social care services to make reasonable adjustments for people with disabilities, including dementia. Reasonable adjustments may include adapting communication methods, providing written reminders, or allowing extra time for her to respond. The Act also protects her from discrimination, which means she must always be treated fairly, respectfully, and without judgement (NHS England, 2021). By following the Equality Act, staff ensure that Mrs Thompson receives person‑centred care that meets her individual needs.
Communication with family members is also important because they may notice changes in her behaviour or help explain her routines. Even though Mrs Thompson lives alone, involving her family when appropriate supports person‑centred care, which focuses on the individual’s preferences, history, and wellbeing (Health Education England, 2020). Family involvement also helps ensure everyone understands her needs and can support decision‑making.
A helpful communication model for this case is SOLER (Egan, 2019). SOLER encourages care workers to sit squarely, keep an open posture, lean slightly forward, maintain eye contact, and stay relaxed. These non‑verbal behaviours help build trust and reduce anxiety. For example, when explaining her medication routine, a care worker using SOLER can help Mrs Thompson stay calm and focused, which makes it easier for her to follow instructions.
Overall, effective communication helps prevent confusion, supports medication safety, and ensures Mrs Thompson receives respectful, person‑centred care. It also strengthens relationships between staff, the service user, and her family, which leads to better outcomes.


3. Importance of good administrative skills 
Good administrative skills are an essential part of professional practice in health and social care because they help staff keep accurate information, follow legal requirements, and protect people’s safety. In Mrs Thompson’s case, record‑keeping is especially important because she has mild dementia and sometimes forgets her medication. Since she recently missed two days of medication and was found outside without proper clothing, clear and detailed records are needed so professionals can understand what happened and decide what support she needs.
Record‑keeping involves writing down important information about a person’s care, such as medication routines, incidents, changes in behaviour, and communication with other professionals. These records must be factual, clear, and completed as soon as possible. When staff record information correctly, it becomes easier to spot patterns, identify risks, and make safe decisions. For example, because the missed medication was recorded, the GP and district nurse can review her prescription and check whether she needs extra support to manage her medication (NHS England, 2022).
The Data Protection Act 2018 and UK GDPR are key pieces of legislation that guide how personal information should be handled. These laws say that staff must keep Mrs Thompson’s information secure, accurate, and only share it with people who are directly involved in her care (Information Commissioner’s Office, 2023). This means her records cannot be left lying around, shared with unauthorised people, or stored in unsafe places. Staff must follow principles such as confidentiality, data minimisation, and lawful processing. For example, they should only record information that is necessary for her care and only share it with professionals like her GP, district nurse, or speech and language therapist when needed.
The NHS Records Management Code of Practice (2021) also explains how records should be stored, updated, and organised. It states that records must be easy to read, up‑to‑date, and written in a professional tone. Staff should avoid guessing or making assumptions. Instead, they should record exactly what they observe. For instance, when Mrs Thompson was found outside without proper clothing, staff should record the time, weather, what she was wearing, how she behaved, and what actions were taken. These details help the local council and safeguarding team decide whether she needs more support or a change in her care plan.
Good administrative skills also include updating care plans, completing communication logs, and reporting incidents quickly. When staff document signs of confusion or wandering, other professionals can respond sooner. Accurate records help the speech and language therapist understand whether Mrs Thompson is having communication or swallowing difficulties, and they help the GP decide whether her medication needs to be changed.
Overall, good administrative practice ensures legal compliance, protects Mrs Thompson’s privacy, and supports safe, coordinated care.


4. Importance of working collaboratively
Working collaboratively with other professionals is essential in health and social care because it ensures that people with complex needs receive safe, coordinated, and holistic support. In Mrs Thompson’s case, multi agency working is especially important because she has mild dementia, recently missed medication, and was found outside without proper clothing. These incidents show that she needs input from several professionals, including her GP, community nurse, domiciliary care workers, and possibly a speech and language therapist.
Each professional plays a different role, and therefore collaboration helps make sure nothing is missed. For example, domiciliary care workers observe Mrs Thompson daily, so they can report changes in her behaviour or confusion. The GP can review her medication and check whether her prescription needs adjusting. The community nurse can monitor her physical health, especially after pneumonia, and the speech and language therapist can assess whether she has communication or swallowing difficulties. When these professionals share information, they can respond more quickly and make safer decisions (SCIE, 2020).
Effective collaboration can be supported through several approaches. Regular multidisciplinary meetings allow professionals to discuss concerns, agree on actions, and update each other. Shared electronic records also help because they allow staff to access the same information, which reduces misunderstandings. Clear communication pathways, such as agreed reporting procedures, ensure that important information—like missed medication—is passed on immediately (NHS England, 2021).
However, multi-agency working can face challenges. These may include poor communication, unclear roles, or delays in sharing information. Professionals may also work for different organisations, which can make coordination harder. To overcome these challenges, services can use standardised documentation, clear protocols, and joint training sessions. Safeguarding procedures also help ensure that concerns are reported quickly and correctly (NHS Safeguarding, 2021).
Overall, collaborative working ensures that Mrs Thompson receives safe, well coordinated care that meets her medical, cognitive, and social needs.


5. Conclusion 
Overall, Mrs Thompson’s case shows how important communication, record-keeping, and multi-agency teamwork are in health and social care. Because she has mild dementia, staff must use clear, simple language, visual aids, and supportive body language to help her  information and feel safe. Following the Equality Act 2010 ensures she receives fair treatment and appropriate adjustments. Good administrative practice is also essential, as accurate records help staff track incidents, monitor risks, and make informed decisions while following the Data Protection Act 2018. Recording events such as missed medication or safeguarding concerns allows professionals to respond quickly and update her care plan. Multi‑agency working between her GP, community nurse, care workers, and other specialists ensures her medical, cognitive, and social needs are met in a coordinated way. Together, these three areas help protect her wellbeing and ensure she receives safe, person‑centred, and compassionate care.
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