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In the UK, health and social care services are structured to deliver safe, effective, and person-centred support, particularly for individuals with complex and long-term conditions. Effective communication, accurate record keeping, and collaborative working ensure continuity of care and reduce the risk of errors or delays in treatment (NHS England, 2023). This report focuses on Mr Ahmed, a 68-year-old man recently discharged after a stroke. He receives domiciliary care three times daily and is supported by a GP, district nurse, and speech and language therapist. However, his limited English and stroke-related impairments create communication barriers.
This situation reflects the importance of Berlo's Model of Communication in understanding how messages are exchanged. It also highlights the role of the Equality Act 2010 and the Data Protection Act 2018. This assignment aims to analyse communication, record keeping, and multidisciplinary working in care, focusing on improving outcomes and ensuring coordinated, safe, and effective service delivery.
[bookmark: _Toc227243053]2. Importance of effective communication
Effective communication is a fundamental requirement in health and social care because it ensures service users understand their care, can express their needs, and remain actively involved in decision-making. It also reduces clinical errors and improves patient safety (Care Quality Commission, 2023). In Mr Ahmed’s case, communication is significantly affected by both language barriers and post-stroke impairments. Stroke can impact speech, cognition, and comprehension, making it harder for individuals to process complex instructions (NHS, 2024). Combined with limited English, this creates a high risk of misunderstanding medication instructions or care plans, particularly in a domiciliary care setting where communication is often brief and time pressured.
A key theoretical approach to communication is the sender–receiver model. In this model, information is encoded by the sender, transmitted through a chosen channel, and decoded by the receiver. Effective communication occurs when the message is understood as intended. This links closely to Berlo's Model of Communication, which expands the process by emphasising the role of the sender, message, channel, and receiver, as well as factors such as communication skills, attitudes, knowledge, and cultural background (Communication Theory, 2025). In Mr Ahmed’s case, these elements are affected by language differences, health conditions, and cognitive changes following his stroke. “Noise” may include anxiety, reduced attention, emotional distress, environmental distractions, and time pressure during visits, all of which can distort or interrupt communication and reduce understanding between professionals and the service user.
To reduce these risks, healthcare professionals should use adapted communication strategies such as simple language, avoiding jargon, breaking information into small steps, and repeating key points where necessary. Visual aids, demonstrations, and the “teach-back” method—where Mr Ahmed repeats information in his own words—can further support understanding and confirm that messages have been correctly interpreted. These approaches align with NHS guidance on safe, person-centred communication (NHS England, 2023). Additionally, non-verbal communication such as eye contact, gestures, and facial expressions can reinforce verbal messages, particularly when language barriers exist. Providing written information in Bengali and ensuring access to professional interpreters are also important strategies to improve clarity and reduce misunderstandings in practice.
The Equality Act 2010 is highly relevant, as it requires health and social care providers to make reasonable adjustments for individuals experiencing communication barriers (Government Equalities Office, 2010). Although Mr Ahmed’s wife is fluent in English and offers support, professionals must communicate directly with him to maintain dignity, independence, and informed consent. Failure to address communication barriers can result in medication errors, delayed treatment, and unsafe care outcomes, as demonstrated by the missed domiciliary care visit. This highlights the importance of clear documentation, structured communication systems, effective multidisciplinary collaboration, and consistent information sharing between all professionals involved in his ongoing care, ensuring safer and more coordinated support overall.
[bookmark: _Toc227243054]3. Importance of good administrative skills 
Administrative skills and accurate record keeping are essential in health and social care because they ensure continuity of care, legal compliance, and patient safety. They also allow professionals to share accurate and up-to-date information across multidisciplinary teams, which is particularly important when several services are involved in one individual’s care (Care Quality Commission, 2023). In Mr Ahmed’s case, multiple professionals are involved in his care, including domiciliary carers, GP, district nurse, and speech and language therapist. Each professional relies on accurate and timely records to understand his current condition, medication schedule, progress following stroke, and any risks identified during care delivery. Without accurate documentation, there is a higher risk of inconsistent care, miscommunication, or clinical errors. Care workers are responsible for documenting each visit in detail, including personal care provided, medication administration, food and fluid intake, and any changes in Mr Ahmed’s physical or mental condition. These records ensure continuity of care between shifts and different professionals and reduce the likelihood of missed treatment, duplication of care, or incorrect decision-making.
The missed domiciliary care visit highlights the importance of incident reporting systems. When care is not delivered as planned, this must be recorded immediately and accurately so organisations can investigate what went wrong, identify contributing factors, and implement corrective actions. Incident reporting also supports safeguarding procedures and helps prevent similar failures in the future.
The Data Protection Act 2018 provides the legal framework for handling personal and sensitive data in health and social care. It ensures that all personal information is processed lawfully, fairly, transparently, and securely, and that it is only shared with authorised professionals who are directly involved in the individual’s care (Data Protection Act, 2018). In Mr Ahmed’s case, his health records, medication details, and care plans must only be accessed by relevant professionals such as his GP, district nurse, and authorised care staff. Information sharing must follow the principle of data minimisation, meaning only necessary and relevant information should be shared to support safe and effective care.
Confidentiality is a key principle of the Data Protection Act. It ensures that service users can trust professionals with sensitive information and that their personal data is protected from misuse, loss, or unauthorised access. Breaches of confidentiality can damage trust and negatively affect care relationships. The Care Quality Commission emphasises that record keeping must be accurate, complete, and up to date in order to ensure safe care delivery and effective clinical decision-making (Care Quality Commission, 2023). Poor documentation can result in communication failures, delayed treatment, medication errors, and reduced patient safety.
Good administrative systems also support wider organisational functions such as scheduling home visits, care planning, auditing, safeguarding procedures, and quality assurance. These systems ensure that care delivery is coordinated, accountable, and compliant with legal and professional standards.
[bookmark: _Toc227243055]4. Importance of working collaboratively
Collaborative working is essential in health and social care because it ensures that professionals from different disciplines work together to deliver coordinated and holistic care (NHS England, 2023). Mr Ahmed’s care involves a multidisciplinary team including a GP, district nurse, domiciliary carers, and speech and language therapist. Each professional contributes to different aspects of his recovery and daily support, and their input must be properly coordinated to ensure safe, consistent, and person-centred care delivery. 
The GP manages medication and long-term health conditions, the district nurse monitors physical health and wound care, carers provide daily personal support, and the speech and language therapist focuses on communication and swallowing rehabilitation (NHS, 2024) (Royal College of Speech and Language Therapists, 2023). This division of roles ensures that Mr Ahmed’s medical, functional, and communication needs are addressed in a structured way. Effective collaboration requires shared goals, clear communication, mutual respect, and regular information sharing between professionals. These factors help maintain continuity of care and reduce the risk of duplication, conflicting instructions, or gaps in service provision. It also ensures that care remains responsive to any changes in Mr Ahmed’s condition following his stroke.
However, challenges in multi-agency working are common. These include poor communication between organisations, unclear roles and responsibilities, time pressures, and inconsistent documentation. The missed care visit suggests a breakdown in coordination or scheduling, which may have impacted Mr Ahmed’s medication routine and increased risk to his health.
To improve collaboration, healthcare teams can use shared electronic care records, regular multidisciplinary meetings, and clearly defined roles and responsibilities. These strategies improve communication, reduce errors, and enhance patient outcomes (NHS England, 2023). In addition, strong leadership and accountability within teams are essential to ensure that communication is consistent and that all professionals understand their responsibilities. Effective collaboration ultimately supports safer, faster, and more person-centred care for individuals with complex needs like Mr Ahmed.
[bookmark: _Toc227243056]5. Conclusion
In conclusion, Mr Ahmed’s case highlights the importance of a coordinated approach in health and social care to ensure safe and effective support for individuals with complex needs. His experience shows that when communication is not appropriately adapted, particularly due to post-stroke effects and language differences, it can lead to misunderstandings that may affect the quality and safety of care. This emphasises the need for professionals to use clear, accessible, and person-centred communication methods at all times. 
The case also demonstrates that strong administrative systems are essential to maintain accurate and consistent records, which support continuity of care and informed decision-making across services. Without effective documentation, there is a risk of inconsistent care delivery and avoidable errors. Collaboration between multidisciplinary professionals ensures care is well organised, responsibilities are clear, and the service user’s needs are fully addressed.
Overall, improving communication, record keeping, and teamwork leads to safer and higher-quality care outcomes for individuals like Mr Ahmed.
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