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1.  Report on the Case of Mrs Mann 

1.1 Introduction 

This document addresses the case of Mrs. Mann, a 72-year-old woman who has recently 
returned home following hip replacement surgery. She lives independently and receives 
assistance from a domiciliary care agency, with caregivers visiting her twice daily to aid in 
personal care and mobility. Urdu is Mrs. Mann's primary language, and she has limited 
proficiency in English, necessitating occasional help from her daughter, who serves as an 
interpreter. Recently, challenges arose in her care due to unclear documentation and a 
missed critical message among staff members regarding her medication adjustment, leading 
to a delay in necessary changes. This incident is currently undergoing an internal review. 
The report emphasizes three vital aspects: the significance of effective communication, the 
necessity for proficient administrative and record-keeping practices, and the importance of 
collaboration with other professionals. These elements are crucial in health and social care 
settings and will be elaborated upon through examples, explanations, and references to 
relevant legislation. 

1.2  The Importance of Effective Communication in Mrs. Mann’s Care 

Effective communication is fundamental to providing safe and high-quality care. As Argyle 
(2013) highlights, communication involves “a cycle where the message must be sent, 
received, understood, and checked.” This entails not only verbal exchange but also listening 
attentively, verifying comprehension, and offering feedback. In Mrs. Mann’s situation, 
communication presents additional challenges due to her limited English proficiency; 
misunderstandings can lead to errors or feelings of anxiety. 
The Equality Act 2010 mandates that services implement reasonable adjustments to 
guarantee equitable access for all individuals. For Mrs. Mann, these adjustments may 
include using simpler language, speaking slowly, confirming understanding through 
questions or visual aids such as gestures or pictures, as well as facilitating access to 
professional interpreters when necessary. While involving family members like her daughter 
can be beneficial for interpretation purposes at times, it may lack accuracy or safety since 



emotional biases might influence how information is conveyed. Richards (2006) points out 
that family members may alter messages due to their protective instincts. 
Care staff should prioritize using straightforward sentences devoid of medical jargon while 
allowing sufficient pauses for Mrs. Mann to process information effectively. For instance, 
instead of stating “We will adjust your medication dosage following the GP’s most recent 
assessment,” they could convey this as “The doctor wants you to take a different amount of 
medicine; I will explain it step by step.” 

Moreover, staff can apply the communication cycle learned during training sessions which 
includes: sending a message (articulating clearly), receiving a message (attentively 
listening), verifying understanding (asking clarifying questions) and responding appropriately 
(modifying language or approach as required). 

Poor communication previously led to significant issues in Mrs. Mann’s care a missed 
message regarding her medication change resulted in delays that underscore how critical 
inter-staff communication is alongside interactions with service users themselves. 
To enhance communication within Mrs. Mann’s case specifically: engage professional 
interpreters, incorporate visual aids (such as images depicting exercises or medication 
schedules), utilize simple English with concise phrases, verify understanding by asking Mrs. 
Mann for repetitionv and Record conversations accurately. 
Effective communication not only minimizes errors but also fosters independence and 
preserves dignity for individuals like Mrs. Mann. 

1.3  Importance of Good Administrative Skills in Mrs.Mann’s Care 

Administrative skills are essential for safe and professional care. These skills include record-
keeping, time management, clear writing, confidentiality, and following legal requirements. In 
Mrs Mann’s case, poor documentation led to a delay in her medication adjustment. This 
shows how dangerous inconsistent or unclear records can be. 
Good record-keeping is supported by the Data Protection Act 2018 and the UK GDPR, 
which require that personal information must be accurate, safe, and only shared with the 
right people. The legislation includes several key principles: Accuracy: records must be 
correct and up to date, Confidentiality: information must be kept safe and private; 
Lawfulness and fairness: information must be used in a fair and legal way, Purpose 
limitation: information must be used only for its intended purpose, Accountability: 
organisations must show that they follow the law. 



Another important set of rules is the Caldicott Principles, which guide how patient 
information should be handled. One of the principles states that staff should have access 
only to the information they need to perform their job (Caldicott, 2013). 

If records are unclear or incomplete, care workers might give the wrong support, repeat 
tasks unnecessarily, or miss important details. Marks and Sasser (2015) explain that “good 
records support good care,” because they help staff understand the person’s needs, monitor 
changes, and communicate with other professionals. 

Some examples of poor record-keeping that could affect Mrs Mann include: two workers 
writing different information about her medication , missing notes about her pain levels, 
unclear documentation about her mobility needs, forgetting to record conversations with her 
GP or physiotherapist. 

To improve administrative practice, staff should: write clear, simple, and objective notes, use 
the same format every day, review information before handing over to the next worker, use 
digital recording systems if available, follow confidentiality rules at all times, report mistakes 
immediately. 
For example, if Mrs Mann tells a worker she feels dizzy after taking medication, this must be 
written clearly: “Mrs Mann reported dizziness after medication at 10:00. GP will be 
contacted.” Clear writing helps protect both the service user and the organisation. 
Good administrative skills create safer care and more trust between staff, professionals, and 
service users. 

1.4 The Importance of Working Collaboratively with Other Professionals 

Mrs. Mann is under the care of various professionals, including care workers, a 
physiotherapist, and her general practitioner (GP). When multiple professionals are involved 
in a patient's care, effective teamwork becomes essential. According to Reeves (2016), 
successful collaboration in health and social care relies on all team members sharing a 
common objective and valuing each other’s contributions. 

Effective teamwork plays a crucial role in ensuring that care is both coordinated and 
consistent. For instance, if the physiotherapist modifies Mrs. Mann’s exercise regimen, it is 



vital that this information is communicated to her care workers. Similarly, any changes made 
by the GP regarding her medication must be conveyed to both the physiotherapist and the 
care staff. A seamless flow of information among professionals minimizes the likelihood of 
errors. 

The Laming Report (2003) highlighted that many serious incidents in healthcare arise from 
inadequate communication and cooperation between services. In Mrs. Mann’s situation, a 
lapse in communication among staff led to delays in her medication. 

Key elements of effective collaborative practice include: Regular team meetings, utilization 
of shared care plans,  a clear understanding of each member's responsibilities 

Challenges often encountered in teamwork encompass time constraints, differing 
documentation systems, ambiguous roles, or ineffective communication. For example, if one 
team member assumes another has already contacted the GP, critical messages may not be 
relayed promptly. 

To enhance collaboration in Mrs. Mann’s care: 

Professionals should establish a unified method for communication,  all staff members must 
review and sign off on care notes on a daily basis, frequent updates should be exchanged 
among the GP, physiotherapist, and care workers, staff should seek clarification whenever 
information is unclear. 

Effective teamwork fosters safer and more efficient care while addressing both Mrs. Mann’s 
physical and emotional requirements. 

1.5 Conclusion  

The situation involving Mrs. Mann illustrates the interconnectedness of communication, 
record-keeping, and collaboration in providing safe and high-quality healthcare. Due to her 
limited proficiency in English, staff members need to modify their communication strategies 
by utilizing straightforward language, verifying comprehension, and engaging professional 
interpreters when necessary. Ineffective communication has already resulted in a delay 
regarding her medication adjustment. Additionally, strong administrative capabilities are 
crucial. Maintaining clear documentation, accurate information, and adhering to the Data 
Protection Act 2018 is vital for ensuring that care remains organized and secure. Inadequate 
record-keeping can lead to misunderstandings and potential harm. Moreover, effective 
collaboration among healthcare professionals:including the general practitioner, 
physiotherapist, and caregiving staff is essential for sharing information and comprehending 



Mrs. Mann’s requirements. Enhancing communication practices, documentation methods, 
and teamwork will mitigate risks while promoting Mrs. Mann’s overall wellbeing. These 
competencies are fundamental to delivering safe and client-focused care. 
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