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Effective Communication, Administrative Practice, and Collaborative Working in the Care of Mrs. Thompson: A Case Study 
[bookmark: _Toc235183032]1.Introduction
Good health and social care depend on effective communication, accurate record keeping, and teamwork between different professionals. These are important for providing safe and person-centered care, especially for older people with complex health and social care needs. Good communication helps healthcare professionals understand the needs of service users and provide the right support. Clear records and effective teamwork also help ensure continuous care and reduce the risk of mistakes.
This report focuses on the case of Mrs. Thompson, an 84-year-old woman who was recently discharged from hospital after pneumonia. She lives alone in sheltered housing, receives domiciliary care twice daily, has mild dementia, and has experienced concerns relating to missed medication and personal safety. These incidents show the importance of effective communication, professional administration, and coordinated multi-agency support.
According to the Equality Act of 2010 and a recognized communication model, the report highlights the significance of properly engaging with Mrs. Thompson and her family. (UK Government, 2010)
Before studying cooperative efforts between health and social care providers involved in Mrs. Thompson's care to achieve safe and successful results, it also looks at record keeping and the Data Protection Act of 2018. (UK Government, 2018)


[bookmark: _Toc235183033]2. Effective Communication in Mrs. Thompson's care 
[bookmark: _Toc235183034]2.1 Importance of Effective Communication 
Good communication is key to keeping people safe and giving care that truly focuses on the person. It helps doctors, nurses, and carers really understand what each person needs, likes, and worries about. This cuts down on mistakes and confusion. (NHS,2023)
For Mrs. Thompson, this matters even more. She has mild dementia, so she sometimes forgets to take her medicine. Lately, she has been more confused than usual, and there are growing concerns about her safety. That's why clear, kind communication with her is so important.
[bookmark: _Toc235183035]2.2 Communicating with Mrs. Thompson 
When it is time for Mrs. Thompson to take her medicine, the care worker should speak slowly and use simple words. They should be patient, listen carefully, and give her enough time to respond. If she seems confused, they should explain again in a calm and friendly way. A gentle tone and kind behavior can help her feel comfortable and safe. After giving the medicine, the care worker should check that she understands what she has taken. This helps provide safe, respectful, and person-centered care (NHS, 2025).
[bookmark: _Toc235183036]2.3 Communicating with Family Members
Talking to Mrs. Thompson's family is very important. They need to know about her medicines, any changes in her health, and her care plan. When we share this information, they can help make decisions and give her extra support at home. They also provide emotional support, which keeps Mrs. Thompson calm and happy. Keeping them updated helps everyone stay at the same time. For example, the family should be told about any medication reviews or changes in her condition. By doing this, they can join in care planning and offer help when needed.
[bookmark: _Toc235183037]2.4 Equality Act 2010
According to The Equality Act 2010, Mrs. Thompson must be treated fairly, no matter her age or dementia. She always deserves dignity and respect. Care workers should not judge Mrs. Thomoson or treat her differently because of her condition. They must give her equal care, just like anyone else. This means making small changes to help her, like speaking clearly and giving her extra time to respond. Her care should always focus on her as a person, not just her illness. These steps make sure she feels valued, safe, and included in her own care.
[bookmark: _Toc235183038]2.5 Communication Model
The SOLER model helps care workers communicate effectively with service users. It means sitting facing the person, keeping an open posture, leaning forward slightly, maintaining gentle eye contact, and staying relaxed (Egan, 1982). In Mrs. Thompson's case, the care worker can use the SOLER model while talking about her medication. This helps her feel comfortable, understand the information more easily, and builds trust between her and the care worker.
[bookmark: _Toc235183039]3. Administrative Skills in Professional Practice 
[bookmark: _Toc235183040]3.1 Importance of Administrative Skills
Administrative skills include organizing information, keeping records, and managing daily tasks in health and social care. These skills are important because they help provide safe, organized, and high-quality care. Good administration also helps healthcare professionals share correct information and reduce mistakes (Care Quality Commission, 2025). In Mrs. Thompson's case, two days of missed medication led to increased confusion. If her medication records had been updated on time, the healthcare team could have reviewed her treatment earlier and taken quick action to prevent further problems.
[bookmark: _Toc235183041]3.2 Record Keeping
Record keeping means writing clear, accurate, and up-to-date information about a service user's care and treatment. Good records help healthcare professionals communicate with each other, provide safe care, and reduce mistakes (Nursing and Midwifery Council, 2018). Records should always be clear, correct, and kept confidential. In Mrs. Thompson's case, the domiciliary care worker should record the two missed medication doses in the Medication Administration Record and complete an incident report. This helps the General Practitioner and community nurse review her medication and update her care plan to prevent future problems (CQC, 2023).
[bookmark: _Toc235183042]3.3 Data Protection Act 2018
The Data Protection Act 2018 helps protect personal information in health and social care. It says that personal data must be collected, stored, and shared safely and only by authorized professionals (Data Protection Act 2018). This helps keep service users' information private and builds trust between them and healthcare workers. In Mrs. Thompson's case, her dementia diagnosis, medication records, and care plan should be kept secure. This information should only be shared with the GP, community nurse, and domiciliary care workers to provide safe and effective care while protecting her privacy (Information Commissioner's Office, 2024).
[bookmark: _Toc235183043]3.4 Relevant Legislation and Policy Frameworks
 The Care Act 2014 supports person-centered care, protects vulnerable adults, and promotes their wellbeing (Care Act 2014). The Health and Social Care Act 2008 require health and social care providers to keep good records and provide safe services (Health and Social Care Act 2008). In Mrs. Thompson's case, these laws help ensure that her medication problems are managed properly and that she receives safe and appropriate care.

[bookmark: _Toc235183044]4. Collaborative Working 
[bookmark: _Toc235183045]4.1 Importance of collaborative Working
Multi-agency working means different health and social care professionals working together to help a service user (Skills for Care, 2024). This is important for Mrs. Thompson because she lives alone, has mild dementia, and sometimes forgets to take her medicine. She also had some safety problems after leaving the hospital. The GP, community nurse, domiciliary care workers, pharmacist, and local council all have different jobs to support her (Department of Health and Social Care, 2024). By working together, they can share important information, find problems early, and make a good care plan. This helps reduce mistakes, improves Mrs. Thompson's safety, and supports her health, independence, and wellbeing (Nursing and Midwifery Council, 2018).
[bookmark: _Toc235183046]4.2 Method for Effective Collaboration
Effective collaboration is important to provide good care for Mrs. Thompson. Regular team meetings help professionals discuss the service user health and make decisions together. A shared care plan helps everyone understand her needs and provide the same support. Safe information sharing allows health care staff to know about changes in Mrs. Thompson’s health while protecting her personal information (Data Protection Act 2018). Respectful communication between the GP, community nurse, care workers, pharmacist, and local council builds trust and reduces misunderstandings. These approaches improve teamwork, provide better care, and help keep Mrs. Thompson safe and healthy (Nursing and Midwifery Council, 2018).

[bookmark: _Toc235183047]4.3 Challenges in collaborative Working
Multi-agency work has many benefits, but it also has some challenges. One problem is poor communication between professionals. This can delay sharing important information about Mrs. Thompson's medicine, health, or safety (Skills for Care, 2024). Another problem is that different organizations may use different record systems, so it is harder to get the correct and updated information (Nursing and Midwifery Council, 2018). Professionals may also have different roles and opinions, which can cause confusion. Busy work schedules and staff shortages can reduce regular communication. In Mrs. Thompson's case, these problems could delay care and increase safety risks. Therefore, these challenges should be solved to provide safe and person-centered care (Department of Health and Social Care, 2024).
[bookmark: _Toc235183048]4.4 Strategies to Overcome Challenges in collaborative 
Several steps can help improve teamwork and provide better care for Mrs. Thompson. For example, regular MDT meetings help the GP, community nurse, care workers, pharmacist, and local council staff talk about her needs and make good decisions together (Skills for Care, 2024). Sharing information safely by following the Data Protection Act 2018 protects Mrs. Thompson's personal details while allowing professionals to work together (Data Protection Act 2018). It is also important to give staff training and involve Mrs. Thompson and her family in care planning. These steps improve teamwork, patient safety, and Mrs. Thompson's wellbeing (Department of Health and Social Care, 2024).





[bookmark: _Toc235183049]5. Conclusion
In conclusion, Mrs. Thompson's case shows why good health and social care are important. Good communication with Mrs. Thompson and her family helps professionals understand her needs and gives the right support. Keeping clear records and following the Data Protection Act 2018 helps protect her personal information and improves her care. For example, working together, the GP, community nurse, care workers, pharmacist, and local council can share information and solve problems early. This teamwork helps keep Mrs. Thompson safe, healthy, and independent. Overall, good communication, proper record keeping, and teamwork are important for providing safe, person-centered care and improving the lives of vulnerable people.


References 
Care Act 2014 (2014) UK Parliament. https://www.legislation.gov.uk/ukpga/2014/23/contents (Accessed: July 17, 2026).
UK Parliament (2010) Equality Act 2010. https://www.legislation.gov.uk/ukpga/2010/15/contents (Accessed: July 17, 2026).
UK Parliament (2018) Data Protection Act 2018. https://www.legislation.gov.uk/ukpga/2018/12/contents (Accessed: July 17, 2026).
Care Quality Commission (2025) Regulations for service providers and managers. https://www.cqc.org.uk/guidance-regulation/providers/regulations-service-providers-and-managers? (Accessed: July 12, 2026).
Department of Health and Social Care (2024) Care and Support Statutory Guidance. https://www.gov.uk/government/publications/care-act-statutory-guidance (Accessed: July 13, 2026).
Egan, G. (1982) The Skilled Helper. 3rd end. Monterey, CA: Brooks/Cole Publishing Company.
Health and Social Care (2025) Regulation 17: Good governance - Care Quality Commission. https://www.cqc.org.uk/guidance-regulation/providers/regulations-service-providers-and-managers/health-social-care-act/regulation-17?trk=public_post_comment-text&utm (Accessed: July 12, 2026).
National Institute for Health and Care Excellence (2012) Patient experience in Adult NHS services: Improving the experience of care for people using adult NHS services. (CG138), NICE. CG138. https://www.nice.org.uk/guidance/cg138 (Accessed: July 11, 2026).
NHS (2019) NHS England » Accessible information standard. https://www.england.nhs.uk/accessible-information-standard (Accessed: July 11, 2026).
NHS (2023) Communicating with someone with dementia. https://www.nhs.uk/conditions/dementia/living-with-dementia/communication (Accessed: July 11, 2026).
NHS (2025) Dementia, social services and the NHS. https://www.nhs.uk/conditions/dementia/care-and-support/social-services-and-the-nhs (Accessed: July 11, 2026).
Nursing and Midwifery Council (2018) The Code: Professional standards of practice and behavior for nurses, midwives and nursing associates - The Nursing and Midwifery Council. https://www.nmc.org.uk/standards/code (Accessed: July 12, 2026).
Skills for Care (2024) Working in Partnership. https://www.skillsforcare.org.uk/ (Accessed: July 13, 2026).

2

