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Executive summary
This report has the purpose of evaluating the importance of building effective communication within the healthcare sector in order to enhance patient engagement with healthcare professionals. Mrs Mann is facing significant language barriers and cultural issues that not only affects the treatment process due to the communication gap which delayed the treatments. Shannon and Weaver’s model of communication highlights that the cultural barrier and language barrier works as noise that affects communication. Hence, for building compliance with Equality Act 2010, visual aids and interpreters will be used for coping with such situations. The report also evaluates the necessary administrative skills for healthcare professionals that are useful for providing efficient care services. Additionally, the report evaluates the significance of collaborative working that is crucial in reducing challenges in care services and ensuring quality service. Different strategies along with regulations are also mentioned in the report that can be useful for improving collaboration of healthcare professionals to enhance efficiency in care of patients.
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[bookmark: _heading=h.ctrl3p23ipbi]Introduction 
This report identifies the role of building effective communication, collaborating working standards, and accurate record keeping process within the social care and healthcare process using the case of Mrs Mann. Mrs Mann is a 72-year-old lady who was recently discharged from hospital following a hip replacement. Mrs Mann is living alone at home with the support from domiciliary care with two visits per day to support her with personal needs and mobility. Her first language is Urdu, and she knows very little English that establishes a communication gap among Mrs Mann and her team. There was inadequate documentation and miscommunication which led to delay in changing the client's medication. This highlights the possible risks to patient safety and wellbeing when the standards of record keeping and communication are not satisfactorily met. 
The report has the purpose of evaluating the way effective communication, effective administrative skills and effective multi-agency working will improve quality, safety and continuity of care in similar situations.
[bookmark: _heading=h.km1pblw5asgh]Section 1: Effective communication
Communication is important within the care system as it facilitates the patient system, and helps enhance treatment outcomes along with promoting patient satisfaction. Maintaining effective communication within care leads to understanding health conditions of service users, minimising uncertainty and enhancing patient engagement (Kwame and Petrucka, 2021). In Mrs Mann's case, there were language barriers, as her first language is Urdu and she spoke limited English. As a result, this language barrier has resulted in enhancing its dependence over her daughter which was helpful but could also compromise accuracy and confidentiality. 
Gerchow et al. (2021) highlights that the language barrier might affect healthcare access. The challenges which intensified the communication gap, also created cultural conflicts. As a result, cultural insensitivities might take place which might make Mrs Mann frustrated, and create misunderstanding. Misunderstandings in care delivery, can lead to errors, a decrease in trust, and isolation from the service user. 
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Figure 1: Shannon and Weaver’s model
(Source: Kusumalatha, 2023)
Based on the context to Shannon and Weaver’s model of communication, communication is seen as the process that has a source, encoder, proper availability channel, establishment of decoder and proper receiver (Kusumalatha, 2023). In the case of Mrs Mann, language barriers, cultural barriers, and limited access to professional interpreters acts as noise that affects building proper communication between Mrs Mann and the professional team. All of these barriers can impact Mrs Mann's ability to completely comprehend her care plan and, as a result, lead to her feeling frustrated, anxious, or non-compliant with her care and treatment. 
The Equality Act 2010 highlights that care providers need to make reasonable adjustments for ensuring that the individuals are not deprived of care facilities based on language, cultural backgrounds and disability (Ocloo et al. 2021). Mrs Mann’s care team need to have organised a professional interpreting service or used translated materials to ensure inclusion and person-centred care. 
Improving the care practice, a professional interpreter, rather than depending solely on her daughter, needs to be regularly booked for home visits, care reviews, and medication conversations to help maintain confidentiality and accuracy. Care staff should also be trained to work effectively with interpreters, which includes allowing extra time for conversations and checking understanding through teach-back methods. Furthermore, the team could also use translated written documents and visual aids like illustrative medical charts that need to be provided that can provide pictorial guidelines to support key messages. The visual aids will facilitate the understanding of Mrs Mann by looking at the diagrams which can minimise communication and language gap. Communication updates needs to be shared regularly among all professionals involved in Mrs Mann's care to ensure quality and consistency across care. 
[bookmark: _heading=h.xvom2r7x76lg]Section 2: Administrative skills and record keeping 
Implicit administrative skills of healthcare providers are necessary for delivering efficient, safe along with person-centred care. In the case of Mrs Mann, different professionals such as domiciliary carers, GP and physiotherapist are involved and robust administrative competency is crucial for ensuring correct action, communication and recording information. According to Kiiski et al. (2025) administrative skills are needed for care-givers to ensure proper medication reviews, timely checkup and appropriate communications in multidisciplinary teams. Moreover, efficiency in administrative skills is also necessary for maintaining transparency in care work and avoiding legal challenges in future. 
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Figure 2: Importance of administrative skills of professionals in healthcare services 
(Source: Influenced by Kiiski et al. 2025)
In Mrs Mann’s case, lack of documentation such as consent forms, personal details, medical notes for GP, Medication administration record or MAR and other documents enhances issues in assessing the health condition. Inappropriate documentation of Mrs Mann causes delays in medication and proper care services. In the UK the Nursing and Midwifery Council (NMC) has developed some code that instructs professionals for keeping accurate records of patients for providing appropriate care services (Connell et al. 2022). In addition, this code illustrates that the non-compliance with the regulation can cause professional misconduct that can affect the professional career of a care-giver. 
Regulation 17 linked with Care Quality Commission (CQC) also prioritises keeping records of patients as a part of good governance that helps in providing person-centred care (CQC, 2025). For example, records regarding the language barrier of Mrs Mann can help professionals to take steps accordingly for improving communication with patients. Moreover, accurate documentation is crucial for maintaining accountability regarding decisions of professionals and also can help the next carer to understand the health situation of patients such as Mrs Mann. 
The issues of poor documentation can create problems for care-givers providing proper medication to patients and missing care actions. Issues in record keeping can also enhance challenges in daily care and can also reduce coordination between multiple professionals such as the case of Mrs Mann. According to the Data Protection Act 2018, accurate and secured data storage is also important for managing legal and ethical aspects of record keeping in healthcare (Hammond and Smith, 2023). Furthermore, this act also stated that the data of the patients can be accessed by only authorised individuals associated with care-giving to patients. 
Similarly, Caldicott Principles focussed on justification of gathering information, accuracy as well as real-time information gathering that is useful for protecting patient’s data, maintaining trust and ensuring proper care services. This principle also focuses on keeping minimum information from patients that is necessary for ensuring proper care services and avoiding challenges linked with data breach (The MDU, 2025). Thus, these regulations can be effective for ensuring proper documentation and avoiding risks associated with unethical and inappropriate care given to patients like Mrs Mann. Moreover, this case study helps in understanding necessary skills of professionals in care services and the necessity of keeping proper documents for ensuring quality care.                          
[bookmark: _heading=h.y1b368np9g43]Section 3: Collaborative working 
In the case of patients such as Mrs Mann, who is recovering from the issues of heap replacement, collaboration between professionals is essential for ensuring continuity, holistic care and safety. Collaboration needs to be developed between GP, Physiotherapist, Community Nurse, Local Authority, Domiciliary Care Workers and the daughter of Mrs Mann to improve care services. Collaboration between professionals is also effective for developing communication plans for patients and also essential for avoiding challenges in care giving by improving documentation process (Hoyle et al. 2019). The Health and Social Care Act of 2012 in the UK also prioritises collaboration between professionals for improving services to patients (Gov, 2025). In this case, the Shared Care Plan can be effective for all the team members to assess health conditions and data regarding medication to patients like Mrs Mann. Different platforms such as NHS Spine associated with Shared Care are effective for enhancing integration in patients care and avoiding challenges (NHS, 2025). Additionally, multidisciplinary teams and using digital technology for communication can also be useful for enhancing collaborations.
Considering the case of Mrs Mann, it can be stated that the lack of collaboration between professionals enhances challenges regarding the effectiveness of care services. The main challenges linked with team collaboration are language barriers, confusions regarding roles, time constraints and issues of data sharing. The Care Act of 2014 in the UK also highlights the necessity of enhancing collaboration between care providers and local authorities to improve care services to patients (Gov, 2025). Similarly, CQC Regulation 9 also mentioned the importance of collaboration between teams in healthcare services to fulfil needs through appropriate services to patients (CQC, 2025). Following the regulation can be effective for ensuring consistency in personal care that is crucial for decreasing the possibility of risk and ensuring recovery of the patient. Thus, in the case of Mrs Mann, enhancement of team collaboration by reducing challenges can improve services of care that is also important for fast recovery.                   
[bookmark: _heading=h.aob88xygcufy]Conclusion 
It can be concluded that the case of Mrs Mann highlights the need for building vital connections in the process of building communication, and record keeping in the delivery of safe and person-centred care. It is observed that language barriers and inconsistent documentation of care had the opportunity to compromise her safety and wellbeing and continues to have this potential, seen in a delayed change in her medication. 
Shannon and Weaver’s model highlights that the communication barriers such as language barrier and cultural differences might lead to distorted messages between professionals and service users. Alternatively, administrative skills such as Data Protection Act 2018, use of NMC code, and Caldicott principles ensure accountability and continuity of care, while the collaborative teamwork practice provides support to build efficient care and coordination. Hence, the health and social care practitioners need to establish inclusive communication strategies, regular communication and shared care plans that can lead to build trust, and facilitate inter-professional cooperation within healthcare. 
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