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[bookmark: _Toc237792129]Introduction
This report discusses the UK health and social care system and how different professionals can work together to support Mrs Thompson. It will also look at the importance of communication, record-keeping and relevant laws and policies, such as the Care Act 2014 and the Equality Act 2010. These areas can help protect Mrs Thompson’s safety, dignity, rights and independence (Care Act 2014; Equality Act 2010).  Mrs Thompson, an 84-year-old woman who has recently returned home from hospital after having pneumonia. She has mild dementia, has missed some of her medication and has been found outside without suitable clothing. These problems show that she may need more support to stay safe while living at home. People with dementia may need extra help with communication, medication and everyday activities because dementia can affect memory, understanding and decision-making (NICE, 2022). This report looks at three important areas of professional practice in Mrs Thompson’s care. These are effective communication, good administrative and record-keeping skills, and working with different health and social care professionals. These areas are supported by legislation, professional guidance and academic research. The Equality Act 2010 supports fair and equal treatment, while the Data Protection Act 2018 provides rules for keeping personal information safe (Government Equalities Office, 2010; Information Commissioner’s Office, 2021). Working together can also help professionals provide safe and person-centred care that respects Mrs Thompson’s choices, dignity and independence (Care Act 2014).
[bookmark: _Toc237792130]Health and social care services in the UK help people stay healthy, safe and independent. Good care requires health and social care workers to work together, communicate clearly and keep accurate records. It is also important for workers to follow the laws and policies that protect people’s rights, dignity and wellbeing (NHS England, 2025).
Effective Communication
Effective communication is an important part of providing safe and person-centred care. In Mrs Thompson’s case, communication is particularly important because she is 84 years old, lives alone and has mild dementia. Missing medication and experiencing increased confusion may show that she needs extra support to understand information and communicate her needs. The NHS (2023) recommends using clear and simple language, speaking slowly and allowing people with dementia enough time to respond.
When communicating with Mrs Thompson, care workers should use short and easy-to-understand sentences. They should avoid giving her too much information at once. Care workers should listen carefully, remain patient and check that she has understood the information. For example, when discussing her medication, the care worker could give one instruction at a time and then ask Mrs Thompson to repeat the information in her own words. This can help the care worker identify whether she has understood the instructions and may reduce the risk of her forgetting important information (NHS, 2023).
Mrs Thompson should always be treated with dignity and respect. Although she has dementia, she should still be involved in decisions and discussions about her care. The NHS (2025) states that people with dementia should be included in discussions about their health and wellbeing and should be encouraged to speak for themselves when possible. This can help Mrs Thompson maintain her independence and feel that her views and choices are respected (NHS, 2025).
The SOLER communication model can also support effective communication with Mrs Thompson. The model encourages the worker to sit appropriately and face the person, maintain an open posture, lean towards the person when appropriate, use suitable eye contact and remain relaxed (Egan, 2014). For example, a care worker could sit at Mrs Thompson’s level, listen carefully, and use appropriate eye contact while she is speaking. However, the worker should consider whether Mrs Thompson feels comfortable with eye contact because communication should respect each person’s individual preferences.
[bookmark: _Toc237792131]Communicating with Family and Friends
[bookmark: _Toc237792132]Communication with Mrs Thompson’s family and friends may also be important. They may be able to provide useful information about her usual behaviour, medication, and any changes they have noticed. However, information about Mrs Thompson must be kept confidential and shared appropriately. Overall, effective communication can help Mrs Thompson feel safe, respected, and listened to. It can also help care workers, family members, friends, and other professionals understand her needs and work together effectively. Honest communication is therefore important for reducing risks, including medication problems, and for protecting Mrs Thompson’s health, safety, and wellbeing (NHS, 2023)

The Equality Act 2010
The Equality Act 2010 protects people from discrimination and requires reasonable adjustments to be made where appropriate. For Mrs Thompson, reasonable adjustments could include giving her more time to respond, using easy-to-understand information and changing the way information is communicated to meet her needs. Treating her fairly means recognising that she may require additional support because of her dementia (Equality Act 2010).
[bookmark: _Toc237792133]Good Administrative Skills and Record Keeping
Record keeping means writing down vital information about a person and the care they receive. Records should be clear, correct and kept up to date. Care workers should record major events, changes in a person’s condition, medication, and any concerns. The Care Quality Commission (CQC) states that care records should be accurate, complete, and up to date (CQC, 2023).
In Mrs Thompson’s case, care workers should record when she takes or misses her medication. They should also record any changes in her confusion or behaviour and any concerns about her safety. For example, when Mrs Thompson missed her medication for two days, the care worker should record what happened and report the concern to the appropriate person. The request for a medication review should also be recorded. This means that other care workers and health professionals can see what has happened and what action has been taken. Good record keeping can help reduce mistakes and support safe care (NHS England, 2025).
[bookmark: _Toc237792134]Data Protection Act 2018
Care workers must keep Mrs Thompson’s personal information private. The Data Protection Act 2018 gives rules about how personal information should be collected, used, stored and shared. Information about a person’s health needs extra protection because it is sensitive information (Information Commissioner’s Office, 2026).
Care workers should only look at information that they need for their work. They should only share Mrs Thompson’s information with people who have a good reason to receive it. For example, information about her missed medication may need to be shared with her GP or pharmacist so they can review her medication. However, her private information should not be shared with people who are not involved in her care (Data Protection Act 2018).
Mrs Thompson’s records should also be stored safely. Paper records should be kept in a secure place, and electronic records should be protected from people who are not allowed to see them. Care workers should also avoid talking about Mrs Thompson’s personal information in public places. These steps help protect her privacy and dignity (NHS England, 2025).
[bookmark: _Toc237792135]Collaborating with Other Professionals
Different professionals can work together to understand her needs and provide the right support (NHS England, 2025). The GP can check Mrs Thompson’s health and review her medication. The GP can also investigate the reason for her increased confusion. The community nurse can visit Mrs Thompson at home. They can check her health and report any concerns to the GP or other professionals. Domiciliary care workers visit Mrs Thompson twice a day. They can check her medication and notice changes in her health or behaviour. They should record and report any concerns (Care Act 2014).
[bookmark: _Toc237792136]Approaches to Effective Multi-Agency Working
Multi-agency working means different professionals and organisations working together to support the same person. In Mrs Thompson's case, this may include her GP, community nurse, domiciliary care workers, pharmacist and local council. Each professional has different skills and knowledge, so working together can help Mrs Thompson receive safe and suitable care. The Care and Support Statutory Guidance states that professionals should work together and share important information when there are concerns about an adult's safety and wellbeing (Department of Health and Social Care, 2025).
One important approach to effective collaboration is good communication. Professionals should share clear and up-to-date information about Mrs Thompson's health, medication and behaviour. For example, if a care worker notices that Mrs Thompson has missed her medication and is more confused than usual, this should be reported to the community nurse or GP. this can help identify problems early and reduce risks (NMC, 2018).
However, multi-agency working can have some challenges. These can include poor communication, lack of time, different professional opinions and problems with sharing information. These challenges can be reduced through regular meetings, clear care plans and agreed ways of communicating. Professionals should listen to each other and respect the knowledge and experience of other team members (NMC, 2018).
Information sharing can also be difficult because professionals may worry about confidentiality. However, relevant information should be shared when it is necessary to protect a person's safety. Professionals should follow safeguarding procedures and only share information with appropriate people (Department of Health and Social Care, 2025).



[bookmark: _Toc237792137]Conclusion
To conclude, Mrs Thompson's case shows that good communication, accurate record keeping and teamwork are important for providing safe care. Her dementia, recent hospital stay, missed medication and safety concerns mean that different professionals need to work together. Good communication helps staff share information about changes in her health and make sure the right people know about any concerns (NMC, 2018). Keeping accurate records is also important because it provides information about her medication, incidents and safeguarding concerns (NICE, 2015). The GP, community nurse, domiciliary care workers, pharmacist and local council can work together to understand her needs and provide the right support. Professionals should share relevant information when it is needed to protect Mrs Thompson's safety (Department of Health and Social Care, 2025). Most importantly, Mrs Thompson should be listened to, respected and involved in decisions about her care as much as possible. This can help protect her dignity, independence and wellbeing.
















References
· Clark, C. and McGhee, J. (eds.) (2008) Private and Confidential? Handling Personal Information in Social and Health Services. Bristol: Policy Press.

· Care Quality Commission (2023) What do good digital social care records look like? Available at: CQC guidance on social care records (Accessed: 16 August 2026).
· Data Protection Act 2018. Available at: https://www.legislation.gov.uk/ukpga/2018/12/contents (Accessed: 16 August 2026). 
· Data Protection Act 2018 (2018) Data Protection Act 2018. Available at: Data Protection Act 2018 (Accessed: 16 August 2026).
· Egan, G. (2014) The skilled helper: A problem-management and opportunity-development approach to helping. 10th edn. Belmont, CA: Brooks/Cole. 
· Equality Act 2010. Available at: https://www.legislation.gov.uk/ukpga/2010/15/contents (Accessed: 16 August 2026). 
· Information Commissioner’s Office (2026) What is special category data? Available at: ICO guidance on special category data (Accessed: 16 August 2026).
· NHS (2023) Dementia, communication and understanding. NHS. Available at: https://www.nhs.uk/conditions/dementia/ (Accessed: 16 August 2026). 
· NHS (2025) Dementia: living well with dementia. NHS. Available at: https://www.nhs.uk/conditions/dementia/living-with-dementia/ (Accessed: 16 August 2026). 
· NHS England (2025) Records management code of practice. NHS England. Available at: https://transform.england.nhs.uk/information-governance/guidance/records-management-code/ (Accessed: 16 August 2026).


2

image2.png




image2.jpeg
Prifysgol Cymru

Y Drindod Dewi Sant
University of Wales
Trinity Saint David




image1.png




