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INTRODUCTION:
This report focuses on the care of Mrs Thompson, an 84-year-old woman who was recently discharged from the hospital after being treated for pneumonia. She lives alone in a sheltered housing and receives domiciliary care twice a day to help with her daily needs. Mrs Thompson has mild dementia, which affects her memory and as a result she has missed two days of medication, resulting in more confusion. This has been recorded through the service’s incident process, and a medication review has been requested. Separately, she was found outside without appropriate clothing in cold weather, which has raised safeguarding concerns. This report will discuss the importance of effective communication, accurate administrative skills, collaborative working between health and social care professionals, the importance of accurate documentation, including the risks involving with poor record keeping with the reference of the Equality Act 2010 and the Data Protection Act 2018. 

EFFECTIVE COMMUNICATION 
Communication is a necessary factor of health and social care, as it supports person-centred care, supports positive relationships, and helps ensure the safety and wellbeing of individuals (NMC, 2018). In Mrs Thompson’s case, effective communication is mainly important because she has mild dementia, which may affect her memory, understanding and ability to keep information. After her recent discharge from the hospital after her treatment for pneumonia, a very good communication between health and social care professionals is crucial to ensure that she knows and has better understanding of her medication, care plan and advice are also important. Effective communication can also reduce the risk of misunderstandings, any issues with the medication and safeguarding worries, all that while helping Mrs Thompson feel respected, safe, supported and involved in any decision making throughout her recovery.
It is very important to understand how healthcare professionals should communicate with Mrs Thompson. They should speak to her slowly and clearly with a calmer tone so that she doesn’t get confused. Maintaining a good eye contact is also important, as it helps to build trust and keep reassuring her during the conversation, as well as trying to avoid using medical terms as it would make it difficult for her to understand and follow up, which may lead to confusion. It is necessary to allow her extra time to express herself or say anything in general without rushing her and making her feel uncomfortable. Repeating information may be crucial in order for her to understand, because her mild dementia may affect her ability to remember things and process information. Making notes of any important information so that she has written reminders about her medication, appointments and by doing that, reducing the possibility to forget important information. Healthcare professionals should always make sure that Mrs Thompson understands all the information given to her, by making her repeat any information discussed, especially about her medication and appointments. Under the Equality Act 2010, healthcare professionals should make appropriate adjustments to meet Mrs Thompson’s communication needs by providing information in a clear and accessible way. This helps to ensure that she is not disadvantaged because of her disability and can take part in decisions about her care. (Equality Act, 2010)
Health care professionals should keep the family always informed about Mrs Thompson's condition, always with respect, confidentiality and honesty. Discuss with them her medications and keep them up to date with her progress. This is actually very important because since Mrs Thompson has mild dementia, she may forget important information about her medication, appointments and treatment. Her family can help support advice given by healthcare professionals and support her with her care plan. They also have to address any questions or worries the family may have as this would essentially build trust and ensures that Mrs Thompson receives consistent support at home and at the hospital too.
Berlo's SMCR communication model can be applied to Mrs Thompson's case as it explains how effective communication takes place between the healthcare professional and the service user. In this model, the healthcare professional acts as the sender, delivering clear information about Mrs Thompson's medication, appointments and care plan. The message should be simple and easy to understand, while the channel may include verbal communication, eye contact, active listening and written reminders. Mrs Thompson is the receiver, and because her dementia may affect her memory and understanding, healthcare professionals should check that she understood the information by important points. Using Berlo's model helps ensure communication is person-centred care and reduces the risk of misunderstandings. (Journalism University, 2026)

ADMINISTRATIVE SKILLS AND RECORD KEEPING
Keeping accurate record, is crucial in healthcare because it helps professionals to provide safe, effective and person-centred care. In Mrs Thompson's case, having accurate records ensures that healthcare professionals have knowledge of her mild dementia, her medication and care needs. That is very important because Mrs Thompson has missed her medication twice because of poor communication. Well-kept records also help professionals to arrange appointments; prescribe any medications she may need and making sure that they are issued correctly to avoid errors in the future. Having all the documents in order helps to arrange or amend any appointments or medications needed.
Poor record keeping can cause serious consequences for patients and healthcare professionals. In Mrs Thompson's case, poor communication resulted in her missing two days of medication, that could have easily affected her health condition. Incorrect records could lead to having the wrong medication, miss appointments, misleading information and treatment delays. Having good record, can guarantee that healthcare professionals can have access to the right information, allowing them to make decisions about any patient's case. 
Healthcare professionals are in charge to follow the Data Protection Act 2018 and the Caldicott Principles when handling patient information. The Data Protection Act 2018 ensures that personal information is collected, stored and shared securely to protect patients' privacy (Data Protection Act, 2018). The Caldicott Principles state that confidential information should only be shared when it is necessary for providing safe and effective care (National Data Guardian, 2020). In Mrs Thompson's case, sharing relevant information with authorised healthcare professionals would help ensure that everyone involved in her care is aware of her medication, appointments and support needs while maintaining her confidentiality. In addition to that, professional standards such as the NMC Code requires nurses to keep clear, accurate and timely records to promote safe and effective care (NMC, 2018). 

COLLABORATIVE WORKING
Collaborative working is when healthcare professionals work together as a team and support each other to provide safe and effective care. In Mrs Thompson's case, the GP is involved in her care by prescribing medication, monitoring her health, booking appointments for any treatments she may need and making referrals to healthcare services when necessary. A domiciliary care worker is also involved as they support Mrs Thompson with daily activities, making her feel safe and protected in her own home, as well as helping her with the medication. A community nurse's job is to monitor her health, keep accurate records and maintain the rest of healthcare professionals updated about any changes. It is very important that they all communicate with each other because they all form part of Mrs Thompson's care although playing different roles. If one healthcare professional makes any changes related to her, then the other professionals must be aware to avoid any mistakes and that they continue to provide the right care for her. Effective communication is crucial for preventing any errors and ensuring that everyone knows Mrs Thompson's medical and health needs. 
Healthcare professionals are able to work together by using care plans, accurate patient records, routine handovers and collaborative meetings. These strategies help ensure that everyone involved in Mrs Thompson's care is aware of changes to her medication, treatment or health condition allowing care to be coordinated effectively (Nottinghamshire Healthcare NHS Foundation Trust, 2026). 
Some of the challenges include poor communication which can lead to confusion, errors and misunderstandings as well as delays in sharing important information or incomplete records that can affect the continuity of care. These challenges can be managed through multidisciplinary meetings, regular updates to patients' records, effective communication and established responsibilities within healthcare professionals. In Mrs Thompson's case, these strategies would reduce the risk of missing her medication and improve the organisation of her care. 

CONCLUSION
In conclusion, this report has shown the importance of effective communication, accurate record keeping and collaborative working in health and social care. These skills help healthcare professionals to provide safety, high-quality care ensuring that patients get the right support. In Mrs Thompson's case, good communication, accurate records and support would help reduce the risk of errors, such as missing her medication and improving the coordination of her care. This report also shown that using Equality Act 2010, the Data Protection Act 2018, the Caldicott Principles and the NMC Code can help healthcare professionals provide safe and respectful care. Altogether, when there is a great communication within healthcare professionals and a great teamwork, they can improve the quality of care and accomplish better outcomes for patients like Mrs Thompson. 
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