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Case Study Summary
Mrs. Mann is a 72-year-old woman who has recently been discharged home after undergoing hip replacement surgery. She now receives support twice daily to help with personal care and mobility. Urdu is her main language, and her daughter assists with communication. Her care involves coordination between her GP and physiotherapists, who visit twice a week. A review of her care has been initiated due to concerns about inconsistent documentation and communication difficulties, which have led to delays in required medical treatment.

Introduction
This report focuses on the post-operative care of Mrs. Mann, a 72-year-old patient recovering at home following hip replacement surgery. Her care includes input from a range of professionals, including her GP, physiotherapists, and home care staff, while her daughter supports communication due to language differences. Although this demonstrates a multidisciplinary approach, problems with documentation and communication have resulted in delays in her care, leading to a formal review.
This case highlights the importance of clear communication and accurate record-keeping in providing safe and person-centred care. Barriers such as language differences, poor information-sharing, and a lack of coordination between services can negatively impact outcomes, particularly for individuals with additional communication needs. These issues are closely linked to legal responsibilities, as the Equality Act 2010 requires services to make reasonable adjustments to ensure equal access, while the Data Protection Act 2018 emphasises the need for handling personal information securely and appropriately (UK Government, 2010; UK Government, 2018). Therefore, Mrs. Mann’s experience reflects wider challenges within health and social care systems regarding integrated working and effective communication.
The Importance of Communication in the Case Study
Effective communication is central to ensuring that care is safe, coordinated, and focused on the individual. In Mrs. Mann’s case, delays in treatment occurred because information was not consistently shared between professionals, which disrupted continuity of care. This demonstrates the importance of maintaining clear, accurate records and ensuring that updates are communicated promptly. According to NHS England (2023), strong communication between healthcare professionals is essential for maintaining patient safety and delivering high-quality care.
These communication issues can be better understood through the Shannon and Weaver model, which explains how messages can be disrupted by “noise,” such as language barriers or incomplete documentation. In this situation, unclear responsibilities and gaps in record-keeping interfered with the flow of information, leading to confusion and delayed decision-making. As a result, the effectiveness of the care provided was reduced.
In addition to these challenges, language barriers further complicated communication. Since Mrs. Mann’s first language is Urdu, she relies on her daughter to interpret medical information. However, this approach is not always reliable, as family members may unintentionally misinterpret or omit important details. The Care Quality Commission (CQC) (2022) highlights that using trained interpreters is essential to ensure accuracy and to support patient understanding. Without this support, there is an increased risk of miscommunication, which can negatively impact care outcomes.
Furthermore, effective communication supports collaboration between professionals. As Mrs. Mann’s care involves multiple services, consistent information-sharing is necessary to avoid duplication, missed actions, or conflicting advice. NHS Digital (2023) emphasises that accurate and up-to-date records enable professionals to access the same information, which supports better decision-making and continuity of care. At the same time, clear communication also encourages patient involvement. When Mrs. Mann and her daughter are kept informed and included in decisions, they are more able to express preferences and contribute to care planning, reinforcing a person-centred approach.

The Importance of Administrative Skills in Professional Practice
Alongside communication, strong administrative skills are essential in professional health and social care practice. Professionals regularly handle sensitive information, and legislation such as the UK GDPR requires that this data is managed securely, accurately, and appropriately (Information Commissioner’s Office, 2023). Therefore, effective administration is not only a practical requirement but also a legal responsibility.
Administrative tasks include maintaining accurate records, ensuring confidentiality, and supporting communication between services. These responsibilities are closely linked to patient safety, as clear documentation allows professionals to track care, respond to concerns, and provide evidence when needed. The Care Quality Commission (2021) states that accurate record-keeping is essential in demonstrating that appropriate care has been delivered and that professionals are accountable for their actions.
In addition, good administrative practice plays a key role in protecting personal data. Organisations must have systems in place to prevent unauthorised access or data breaches, as highlighted by the Information Commissioner’s Office (2023). Failure to manage data correctly can result in serious consequences, including legal penalties and a loss of trust from patients.
Moreover, effective administration contributes to the overall efficiency of services. Tasks such as scheduling appointments, managing referrals, and updating care plans ensure that professionals remain informed and able to work together effectively. As healthcare systems increasingly rely on digital technology, professionals must also be confident in using electronic records and secure communication systems. These skills are essential for ensuring that services remain efficient, coordinated, and compliant with legal standards.

The Importance of Collaborative Working
Building on communication and administrative skills, collaborative working is another key factor in delivering effective care. This is particularly important in complex cases like Mrs. Mann’s, where multiple professionals are involved. Her recovery depends on coordinated input from her GP, physiotherapists, care staff, and family. However, the delays in her treatment demonstrate how poor communication and record-keeping can disrupt teamwork and negatively affect outcomes.
According to The King’s Fund (2023), integrated working between health and social care services improves patient outcomes and reduces the likelihood of errors. To achieve this, professionals must communicate clearly, share care plans, and understand their individual roles and responsibilities. In Mrs. Mann’s case, improved collaboration could have reduced delays and ensured more timely interventions.
Language support is also an important part of collaborative care. While Mrs. Mann’s daughter provides some assistance, relying solely on informal interpretation can lead to misunderstandings. The CQC (2022) recommends the use of professional interpreters to improve communication and ensure that patients receive accurate information, particularly when important decisions are being made.
Additionally, common challenges such as inconsistent documentation, communication breakdowns, and differing priorities between services can be addressed through shared systems, standardised procedures, and joint training. NHS England (2023) highlights that integrated care approaches are essential for improving outcomes, particularly for individuals with complex needs. Therefore, effective teamwork is not only beneficial but necessary for ensuring safe, continuous, and high-quality care.


Conclusion
In conclusion, Mrs. Mann’s case shows how important good communication, strong administrative skills, and teamwork are in providing safe and person-centred care. The delays in her treatment were mainly caused by poor record-keeping and communication problems, showing how issues within systems can directly affect patient outcomes.
To improve this, professionals need to follow legal frameworks such as the Equality Act 2010 and the Data Protection Act 2018, which focus on fairness, responsibility, and meeting individual needs. Good administrative practices also support this by making sure records are accurate, information is kept secure, and services work well together.
Overall, teamwork is key to improving care. When professionals communicate clearly, share responsibilities, and provide support such as interpreters, care becomes more inclusive, effective, and responsive. Mrs. Mann’s experience highlights the importance of services working together, focusing on communication, teamwork, and individual needs to achieve better health outcomes and wellbeing.
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