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1. Introduction

Mrs Thompson, 84 years old, is an example of a patient who has just been discharged from
the hospital after suffering from pneumonia and whose care needs are explored. Mrs
Thompson is living in sheltered housing on her own and is receiving domiciliary care support
twice a day. She has been diagnosed with mild dementia, which has made it hard for her to
remember her medicines, thus causing her to become more confused when she forgets. There have also been some issues with her safety, as she was discovered outside in the cold without proper apparel. This report will examine the significance of communication, administration and working collaboratively in the context of Mrs Thompson's care. It will reflect upon the contribution of these areas to person-centred practice, to promoting safety, to protecting the human rights of individuals and to improving the outcomes of health and social care.


2. Importance of effective communication

Importance of communication in health and social care 

Communication is a key component of quality health and social care as it helps professionals to gain an understanding of an individual's needs, preferences, and concerns. Communication with a person-centred approach is essential to person-centred care, and it involves thinking about the person, not just the condition (Lishman, 2020). In Mrs Thompson's case, it is especially crucial to communicate with her, as her mild dementia might impact her memory, comprehension, and capacity to express concerns. Care workers need to be aware of and adjust communication styles to keep her engaged in their decisions. Active listening, respectful language, and support can help to preserve her dignity, independence, and safety and enable professionals to be aware of any changes in her health.




Communicating with Mrs Thompson and family members

Health and social care professionals should avoid using jargon, give time for response, and
use plain words when talking to Mrs Thompson. A calm and reassuring approach can help to
lessen anxiety and increase understanding, especially when talking about a medication
schedule or medication changes in her plan of care (Segrin and Flora, 2025). Active listening
is also important as it helps to identify her preferences and concerns. All communication with
family members should also be professional, respectful, and appropriately based on
information sharing. The family can be an important source of support, but Mrs Thompson's
wishes, confidentiality and right to make decisions about her own treatment must be
respected. The Equality Act 2010 principles are to prevent discrimination in the provision of
services and to make reasonable adjustments for people with disabilities. This can be as
simple as using a different way to communicate to meet Mrs Thompson's cognitive needs and to enable equal access to her care.


Communication model application

A helpful communication model developed by Egan (1986) which can assist with professional communication with service users is the SOLER model. The model prompts practitioners to behave in ways that show that they are listening, such as sitting straight, keeping the body open, leaning towards the person, paying attention to their body and keeping relaxed. For Mrs Thompson, the SOLER approach may be useful to support care workers in providing an environment that is supportive and makes Mrs Thompson feel
valued and listened to (Yang et al., 2022). This is especially so as dementia can cause a loss of confidence and maybe the ability to express her needs. The model can foster trust and decrease anxiety and foster respectful relationships between Mrs Thompson and those caring for her. But communication models should never be applied in a one-size-fits-all manner and should be adjusted to the individual preferences, abilities and cultural needs.




3. Importance of good administrative skills 

Importance of administrative skills

Administrative skills are an important part of health and social care as they help to ensure
safe, organised and effective delivery of services. Good documentation allows professionals
to have the key information necessary on an individual's health history, care needs and current risks. Non-communication or delays may occur in the treatment or communication between professionals due to poor administrative practices, which can lead to errors. Properly documented and recorded missed medicines were important in Mrs Thompson's case to determine why she was becoming more confused and to seek a review of her medicines (Adhikari and Budhathoki, 2023). The incident reporting system also enabled concerns to be documented and could be investigated in a proper manner. Good and thorough documentation enables staff to make informed decisions and deliver appropriate care to meet Mrs Thompson's evolving needs.


Record keeping in health and social care

Health and social care workers have a responsibility for good record keeping which should
provide accurate, clear, objective, timely and confidential information. Good records can give
a reliable source of information for communicating with other professionals working with the
individual. They also record decisions, action(s) taken and assessments made, which is
important if safeguarding concerns are raised (Ratta et al., 2021). Records appropriate to Mrs Thompson would include records of medication, care plans, risk assessments, and any
incident reports which relate to her safety and wellbeing. Keeping good records also
demonstrates a professional responsibility and helps to fulfil the duty of care to service users
because decisions can be made with the correct information and not assumptions.


Data Protection Act 2018 and confidentiality

Every health and social care worker has a responsibility to safeguard information relating to
service users, and confidentiality and privacy are fundamental rights of the individual. The
Data Protection Act 2018 and UK General Data Protection Regulation (UK GDPR) principles
demand organisations process personal data lawfully, securely and appropriately (BE, 2020). When there is a valid reason to provide information to enable safe health and social care, such information should be shared between health and social care professionals but not more than is necessary. For Mrs Thompson, the necessary information relating to her problems with medication, to dementia and concerns about safeguarding needs to be shared amongst professionals, such as her GP, community nurse and care workers, to deliver the right kind of support. But her personal information should not be unnecessarily or unnecessarily disclosed to other people who are not involved in her care.



4. Importance of working collaboratively

Importance of multi-agency working
The case of Mrs Thompson is a good example of the need for multi-agency working as it
encompasses issues around physical health, the management of medication, cognitive
support and safeguarding issues. One health care professional would not have the expertise
or mandate to manage all aspects of her health care (Pajón and Walsh, 2023). The GP,
community nurse, domiciliary care workers and local authority safeguarding team can
work together and provide co-ordinated support, with a sharing of expertise. Working well with partners helps to ensure continuity of care, minimise risk and ensure that Mrs Thompson receives appropriate person-centred support.



Approaches that support effective collaboration

To collaborate well, one must communicate clearly, engage in care planning together and
understand the respective roles of the different professionals (Martin and Dixon-
Woods, 2022). Agencies can keep up regular communication with each other (including
multidisciplinary meetings) and ensure that all involved agencies are aware of what Mrs
Thompson needs at this time and what has been agreed. Coordinated input from care workers, healthcare professionals and possibly pharmacy services is required, for example, if medication is not given. Likewise, information and collaboration are needed when making
decisions about safeguarding to ensure Mrs Thompson's wellbeing is protected whilst her
rights and independence are respected.

Challenges and solutions

Multi-agency working offers great opportunities but can have its difficulties, such as lack of
good communication among organisations, delay in information sharing and differences in
professional priorities (Seddon et al., 2020). These can impact on the quality and timeliness
of care given. To address these challenges, services should have clear lines of
communication, encourage good leadership and, where appropriate, a shared documentation system (Sinsel et al., 2020). The care plan that Mrs Thompson has could be reviewed regularly, which could help professionals to develop an understanding of changes to her needs and to ensure all agencies are maintaining a consistent approach to the outcomes.






5. Conclusion  

As a result of the case that is presented for Mrs Thompson, good communication, administration and collaborative working within a health and social care practice is essential. Clear and respectful communication allows professionals to grasp her wishes, decisions and fears whilst respecting her dignity and independence and offering her a role in the decisions regarding her care. Good contractor administration and record keeping (including good records of information) enable professionals to make safe decisions, while providing accountability and continuity of care. Data protection principles are applied to safeguarding Mrs Thompson's confidential information and sharing this information were appropriate with the relevant professionals. Her health and social care needs are addressed, and there is good team working between health and social care services that enables a co- ordinated response that will improve her safety, health and wellbeing.
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