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[bookmark: _Toc225971374]1. Introduction
In the United Kingdom people who take care of health and social care work with a lot of people who need help to live on their own in their own homes. The way things are done on the internet has changed everything. Health and social care people must keep up with what the people they help need by using new technology and new ways of doing things (World Health Organization, 2020). Greenfield Home Care Agency is a company that helps people in many places, and they have care professionals like carers, nurses and people who help organize things. They used to use paper for everything. Now they use Microsoft 365. This report is about the person in charge of care at Greenfield called the Care Coordinator. 
[bookmark: _Toc225971375]2. Role Description
As in a facility such as Greenfield Home Care Agency, a Care Coordinator is significant. When living independently, they must plan and ensure that they obtain the care they require. It implies that they need to determine what individual people need to plan their care and identify carers and nurses who can come and visit them (Mauro et al. 2024).
The Care Coordinator must do much. They should draw schedules of the carers and ensure that they are at the right time. They also need to discuss with the carers and nurses and maintain the records of the clients. They are forced to interact with the office staff the nurses and external persons outside the agency such as family members and doctors at Greenfield.
Greenfield Home Care Agency is a newly using Microsoft 365, and therefore the Care Coordinator is required to work on a computer and with programs such as Microsoft Excel, and Microsoft Teams to perform their tasks. They should be proficient in their ability to use these tools to make schedules, update records, and talk to the team. This is an alteration and it implies that the Care Coordinator should be well acquainted with computers (Paul et al., 2023).
[bookmark: _Toc225971376]3. Essential Skills
[bookmark: _Toc225971377]3.1 Communication
At Greenfield Home Care Agency the Care Coordinator must be good at talking to people. This is because good communication helps the office staff, the carers who go to people’s homes the nurses and the managers to share information properly and on time. If they do not communicate well, they might not follow the care plans correctly. The clients might not get the right help. There were some problems at Greenfield Home Care Agency. The office staff were slow to talk to the carers who go to people’s homes. This caused problems because people did not get the information on time. The Care Coordinator must be able to explain things in a simple way both in writing and when talking to people. They also must know about the needs of each client. The Care Coordinator, at Greenfield Home Care Agency can use Microsoft Teams to talk to the carers who go to people’s homes (Paul et al. 2023) . 
[bookmark: _Toc225971378]3.2 Organisation and Time Management
Time management and organisation is a second essential skill to the job of the Care Coordinator purely due to the number of clients, carers and number of visits across different locations they had to organize at a given time. A lack of proper organisation can result in carers being late, missing visits, or missing full medication records, which can be deadly to the welfare of the clients. The loss of manual paper-based Rotas and handwritten schedules by computer-based ones at Greenfield has meant that the Care Coordinators at the Care Co. must acquire organisational level skills in a computer based new world. Now with Microsoft Excel, rota templates can be generated with time and shift calculations that are automatic and previously took up oversee time to write and rewrite in numerical format. According to Smith (2026) electronic services such as Microsoft 365 apps might help make possible a higher level of efficiency in any type of administration which at times it is diversified by the health and social care worker in other tasks than spending time doing the administrative job.
[bookmark: _Toc225971379]3.3 Digital Literacy
The third important skill for a Care Coordinator at Greenfield Home Care Agency is being good with tools. This became more important after the agency started using Microsoft 365. Being good with tools means being able to work with digital things in a safe and proper way at work. The employees at Greenfield are still getting used to the digital systems. The use of digital tools is not the same across all staff and locations. 
The HIMSS (2026) says that being good with tools is crucial for healthcare organisations to succeed in digital transformation. Organisations that invest in teaching their employees digital skills see improvements in data quality, communication efficiency and overall service quality.
If a Care Coordinator is not good, with tools they might make mistakes in care records. 
[bookmark: _Toc225971380]3.4 Consequences of Skills Gaps
These may lead to scheduling clashes, visit omissions, and medication/care records errors, all of which are direct threats to client safety. Likewise, the lack of digital literacy in a space that has shifted to Microsoft 365 will cause inefficiencies, since employees will resort to informal or paper-based workarounds, which will frustrate the agencies investment in digital tools. Together, these deficiencies compound the operational risk, diminish the quality of care, and impose further burdens on other members of the team who will have to cover the deficits. The World Health Organization (2020) states that the provision of safe, effective, and person-centred care is based on the workforce capacity, both clinical and digital, and capacity building.
[bookmark: _Toc225971381]4. Strategies to Address Skills Gaps
[bookmark: _Toc225971382]4.1 Strategy 1: Microsoft Teams Training Programme (Communication)
The initial strategy, which should be recommended to overcome the identified gap in the communicational skills of the Greenfield Home Care Agency employees, is the introduction of a structured Microsoft Teams training course to all Care Coordinators and field personnel. In the light of the fact that Greenfield just implemented Microsoft 365 and that the confidence of the staff to use digital communication tools is not equal, a specific training programme would allow the Care Coordinators to use them to the full extent to enhance real-time communication across locations by utilizing messaging, channel, and file-sharing capabilities of Teams. This method is supported by Paul et al. (2023) who observe that structured digital training programs in healthcare organisations can be considered one of the most active interventions aimed at increasing the level of positive communication results and the ability of staff members to trust the new technology. 
[bookmark: _Toc225971383]4.2 Strategy 2: Excel Scheduling Templates and Workflow Standardisation (Organisation)
The second plan is related to the gap in skills regarding organisation and time management, where semi-standardised templates in a form of Microsoft Excel scheduled templates would be introduced into the team of Care Coordinators at Greenfield. Today, the agency is going paperless with regards to rotas, yet the uneven application of digital tools implies that not all coordinators are doing formal schedules. The agency would formulate and implement a series of standardised excel templates such as pre-programmed rota sheets, auto-calculated shift formulas and those spread sheets used to track medications would help the agency establish a standardised and efficient system of scheduling throughout the entire process. Education of the trainers that oversee the use of these templates would also mitigate occurrence of scheduling mistakes and administrative redundancy. Smith (2026) points out that Microsoft 365 tools, such as Excel, make healthcare organisations have the infrastructure to automate administrative tasks that take time away, leaving the staff to focus on activities related to clients. 
[bookmark: _Toc225971384]4.3 Strategy 3: Digital Literacy Development Programme (Digital Skills)
The third plan would address the digital literacy gap that has been identified within the population of the workforce at Greenfield by creating a permanent digital skills formulation programme that would respond to the requirements of Care Coordinators and other administrative employees. The programme must be developed to build the staff confidence and competence gradually in using Microsoft 365 tools, and the initial step is to learn the simplest features of Microsoft 365 (Time management navigating Teams and creating simple excel spread sheets), and then the following step would be to learn more sophisticated features of Microsoft 365 (checking data entry, using formulas and properly managing files). According to HIMSS (2026), continuing skills growth and organisational promotion are necessary elements of effective digital health change, and building confidence is no less significant than technical training. 
[bookmark: _Toc225971385]5. Conclusion
The report has discussed the position of the Care Coordinator in Home Care Agency Greenfield, a home care agency that faces opportunities and challenges of digital transformation. The Care Coordinator is crucial in helping clients to obtain a consistent, safe and person-centred care in various locations, and competencies related to communication, organisation and time management, as well as being digital literate are required. The Greenfield case study shows that the flaws in these skills may be indirect in causing delays, errors, and inefficiencies, which are not supportive of quality-of-service delivery. It has suggested three evidence-based strategies, including a Microsoft Teams training programme, introduction of standardised and Excel templates of scheduling, and consistent development programme of digital literacy. 
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