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Mrs. Mann, a 72-year-old lady recently discharged from the hospital due to a hip replacement surgery, was sent home alone. She often receives twice-daily visits from a care agency to provide general personal care, such as washing and cleaning, and to support her mobility. Mrs Mann primarily speaks Urdu and has limited proficiency in English. Her daughter often interprets for her and lives in relative proximity to her home. A GP and a community physiotherapist visit Mrs. Mann twice a week to assist with her rehabilitation alongside the carers. 
This is the case of Mrs. Mann, who had hip replacement surgery, was recently discharged and lives alone. Mrs. Mann requires care support involving communication needs. This case reveals inconsistent documentation in Mrs. Mann’s care records, resulting in delayed adjustment to her medication. This incident has sparked an internal investigation and review.




-----------------------------------------------------------------------------------------------------------------------------

1. Importance of effective communication:
Effective communication is essential to delivering safe, person-centred care, particularly for service users with language or cultural barriers (NHS England, 2022). For Mrs Mann, a 72-year-old woman recovering from hip replacement surgery, it is critical to maintain constant communication among her, her family, and the care team (Smith, 2020). The risks of inadequate communication are highlighted by recent problems such as inconsistent documentation and delays in medication adjustments, which can harm service users, increase anxiety, and interfere with professional collaboration (Patel, 2022). Maintaining effective communication facilitates the seamless coordination of Mrs Mann's care and helps prevent substandard procedures and unfavourable outcomes that could compromise her well-being (Jones and Brown, 2019).
To enhance communication, Effective collaboration among all professionals involved in Mrs Mann’s care should use shared systems for updates, report changes promptly and operate within clear boundaries of responsibility (Taylor et al., 2021). Regular multidisciplinary reviews or handovers, whether face-to-face or electronic, can help prevent information gaps (Ahmed, 2018). Using simple, accessible language in records ensures they are understandable for future readers. Explaining Mrs Mann’s treatment plan in straightforward terms, along with visual aids or demonstrations, could improve her understanding during recovery (Gulanick and Myers, 2017).
Since Mrs Mann’s first language is Urdu and her English proficiency is limited, the care team must ensure that she understands her care decisions and can participate when possible. This may involve using an interpreter, translated materials, or basic tools such as Google Translate for minor tasks, rather than relying solely on her daughter, to uphold professional boundaries and accuracy (Ahmed, 2018). Providing culturally sensitive, accessible information will enable Mrs Mann to make informed decisions about her rehabilitation and medication (NHS England, 2022).
The Equality Act 2010 really stresses the need to respect cultural identity. This plays a significant role in how Mrs Mann might wish her personal care to be managed, how she shares her concerns, and how she makes her decisions. Staff need to remain mindful of unconscious bias at all times. They should avoid making assumptions about her level of understanding or preferences. Bringing her fully into the conversations, even if an interpreter is involved, helps build her dignity. It also supports the person-centred approach in practice (Equality Act, 2010).
We can use the SOLER model, as it is effective in non-verbal communication. By standing squarely in front of the person, adopting an open posture, leaning forward, maintaining good eye contact, and relaxing, we can convey attentiveness, respect, receptivity, and interest in what they have to communicate (Egan, 2018).
Overall, I believe that without effective communication, we are unable to provide good quality care. By simply adhering to the Equality Act and the SOLER models of communication, we can improve how we treat others and, in turn, the quality of care. In practice, this means being mindful, inclusive, and consistent in all interactions. When communication is prioritised, Mrs Mann can feel more confident, more involved in her recovery, and better supported by the professionals around her (Patel, 2022).
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Good administrative skills are essential in health and social care because they help make sure that people receive safe, well-organised, and consistent support (NHS England, 2021).  In the case of Mrs. Mann, a 72-year-old woman recovering from hip surgery, these skills are fundamental (CQC, 2025).  The case study highlights that there was a problem with inconsistent records and a delay in her medication adjustment. This shows how poor administration can lead to mistakes and risk a person’s health and well-being (Chartered Society of Physiotherapy, 2025).  These types of errors can also damage trust between service users and professionals and may lead to further investigations or safeguarding concerns (CQC, 2025a; CQC, 2025b).
Good administrative skills include accurate record keeping, good organisation, time management, and clear communication (NMC, 2018; NHS England, 2023).  Care workers must record what happens during visits, including Mrs. Mann’s mobility, medication, and any changes in her condition (NMC, 2018).  Records should be written clearly, dated, and signed (RCN, 2024).  This allows everyone involved in her care to access up-to-date information and prevents misunderstandings (NICE, 2018).  Accurate records also protect both the service user and the staff if any complaints or investigations arise (CQC, 2025; RCN, 2024).  In addition, proper administration supports coordination between the GP, physiotherapist, and domiciliary care team by ensuring everyone receives consistent information (NICE, 2018; CSP, 2022).  The use of standardised documentation, such as care plans, risk assessments, and handover notes, also helps ensure that staff adhere to procedures correctly and deliver care in accordance with agreed guidelines (CQC, 2025c).
[bookmark: _Toc216022712][bookmark: _Toc216022750]The Data Protection Act 2018, which includes the UK General Data Protection Regulation (GDPR), sets the rules governing the handling of personal information (GOV.UK, n.d.).  It protects people’s privacy and ensures their data is used safely and fairly (Information Commissioner’s Office, 2025). 
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All those involved in Mrs Mann’s care must work effectively together. After her hip operation, she needs support from her GP, physiotherapist, and care workers. Each professional has a distinct role, but they all share the same overarching goal of helping Mrs Mann recover safely, maintain independence, and feel supported at home (CQC, 2025b; CSP, 2022).
Similarly, if the GP adjusts her medication, this update must be communicated immediately to prevent errors or missed doses. The delay in Mrs Mann’s medication, highlighted in the case study, illustrates how quickly problems can arise when information is not shared effectively (NICE, 2018; CQC, 2025a).
Good multi-agency working relies on clear communication, mutual respect, and an understanding of each professional’s responsibilities. Shared care records, regular handovers, and multidisciplinary meetings are also essential approaches that ensure everyone has access to the same information and understands the current plan of care (NHS England, 2021; NICE, 2018).
However, multi-agency working can face challenges. These may include busy schedules, unclear roles, poor documentation, or communication barriers, especially as Mrs. Mann speaks limited English. Strategies to overcome these issues involve establishing agreed communication pathways, clarifying professional responsibilities, and ensuring everyone uses accurate and timely record-keeping systems. Leadership and ongoing training also help staff develop confidence in collaborative working and improve team communication (NHS England, 2025).
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Safe, coordinated, and person-centred rehabilitation for Mrs Mann requires strong collaboration across agencies, supported by structured handovers and shared records to minimise gaps and delays (NICE, 2018). Continuity of care depends on robust administration and accurate documentation, ensuring compliance and reducing the risk of medication or mobility errors when timely updates are shared among the GP, physiotherapist, and care workers (CQC, 2025a; NHS England, 2021; CSP, 2025). Protecting privacy through adherence to the UK Data Protection Act 2018 and the Caldicott principles safeguards appropriate information sharing (ICO, 2025; NHS England, 2025). Effective rehabilitation also relies on clear role boundaries, strong leadership, and ongoing training to maintain professional standards. Addressing language needs through interpreters or translated materials ensures culturally sensitive care and empowers Mrs Mann to participate in decisions. Together, these measures promote safe recovery, uphold dignity, and support her independence at home (CQC, 2025b; CQC, 2025c).
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