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[bookmark: _Toc2095972813]Introduction
The report deals with the case study of a 72-years old woman whose name is Mann, who has discharged from the hospital after a hip replacement surgery. Due to living alone, she receives care from her domicile care agency who assist them in personal care and mobility. However, her Urdu speaking which makes difficulties in communication though her daughter who stays nearby helps her in this case by interpreting. The care team maintains a collaboration with her GP and community physiotherapist. Recently documentation related issues such as inconsistent documentation leading to improper care and delayed medication adjustment due to miscommunication have taken place. Therefore, the aim of the report is to discuss the importance of effective communication for enhanced quality of care along with the importance of good administrative skills, collaborative skills in care process to foster well-being of Mrs. Mann. Relevant Act such as the Equality Act 2010, Data Protection Act 2018, and other communication approaches will also be discussed. 


[bookmark: _Toc590288649]Importance of effective communication 
The aim of the effective communication lies within the sharing and understanding of information where the sender share information and the receiver accept, interpret and revert to the sender. The importance of effective communication between service users and their families lies in sharing time-to-time information, preventing misinterpretation and facilitates on time care without any communication delay (Singh and Dey 2021). In Mrs. Mann’s care the importance of effective communication lies in respecting her cultural preferences for languages and removing any barrier as she speaks Urdu with limited English, there might be some language issue which resulted in missed communication. This aligns closely with the core principles of the Equality Act of 2010 that states no individuals will be discriminated from getting any services based on his age, disability, race, religion or belief, sex, sexual orientation, gender reassignment, marriage and pregnancy (Legislation.gov. UK. 2020). In Mrs. Mann’s case, the core principles of the Equality Act 2010 will help to ensure all communications are done in a respectful manner to promote inclusion. Furthermore, according to the Equality Act 2010, providers must make necessary adjustments to ensure people with different cultural needs for fostering culturally sensitive care such as in case of speaking different languages, can access relevant information (Legislation.gov. UK. 2020). Though from the case study it is not clear whether a two-way communication was followed where Mrs. Mann was clearly communicated regarding medication adjustment. Moreover, the inconsistent documentation may arise due to language barrier where care team liaises with her GP fails to comprehend her records. Moreover, there might be some misunderstanding related to the interpretation of the languages as her daughter helps in interpreting for her which may not be accurate always. 
Aligning with the Berlo’s model of communication, which is based on the four components such as sender, message, channel and receiver the missed communication can be explained on the basis of attitude, social systems and culture. This model considers that cultural differences, social values, beliefs change the way one message is being interpreted. However, according to this communication model the sender must interpret the message with clear intention to the sender and the use of additional channel distort the message. This may be the case with Mrs. Mann as she speaks and understands limited English and her daughter interpret the meaning so there is high chance of miscommunication due to distortion of meaning (Prusty et al. 2020). In this case, if the GP including the care team sent the information regarding medication adjustment upon receiving concerns from Mrs. Mann, it is obvious that the effect of the message was not evaluated correctly that resulted in the missed communication where the receiver did not comprehend the message and failed medication management. Henceforth, the importance of effective communication lies in preventing such events of delayed medication management that may result in adverse events or inconsistent documentation leading to missed diagnosis, improper treatment and management (Kwame and Petrucka 2021). 
[bookmark: _Toc1467425285]Importance of good administrative skills
Healthcare professional plays an essential role in managing good administrative skills which include keeping track of records, effective communication, collaboration with others along with fostering compliance with organizational protocols and essential legislations. Aligning with the case of Mrs. Mann, record keeping is an essential administrative task of HCPs which refers to the evidence of care regarding the treatment patient receive (Shirazi et al. 2024). Moreover, record keeping also include assessment plans, medication list, ethical concerns and every relevant issue associated with the patients (Shirazi et al. 2024). Therefore, maintaining records manually or with the help of digital technology is a good administrative skill that needs to be aligned with the Data Protection Act of 2018 (Legislation.gov. UK. 2018). According to this act, healthcare professionals must handle patients’ data in a responsible manner to prevent incidents of data breaching, loss of data or missing of data (Legislation.gov. UK. 2018). Moreover, as per Caldicot principles which can be applied to Mrs. Mann’s case healthcare professionals needs to use patient data with a purpose that only the minimum amount required to do a particular task should be used where everyone who handles such data must hold responsibility. Therefore, in Mrs. Mann’s case. Only if the inconsistent documentation where necessary information is already available should not be a concern where Mrs. Mann should have been aware of the documentation procedure. This further aligns with NMC code’s principle 5.1 and 5.2 where it is required to respect the patient’s right of privacy along with making them aware of the information is being used which can be erased or used followed by their consent (NHS learning Hub 2024). 
Moreover, UK CQC standards defines how important and sensitive patient information be protected within health and social care sectors depending on the principles of lawfulness, transparency and fairness (CQC, 2025). Within the context of Mrs. Mann the application of these principles indicates that the information which were collected was misinterpreted and without transparency as the Data Protection Act of 2018 ensure presenting information to the patients. Henceforth, good administrative skills are essential and integral part of the professional practice which allow the adherence with legislations to protect service users like Mrs. Mann’s privacy, confidentiality to enhance safety. In this context another study identified the significant barriers like organisational barrier involving inappropriate data storage procedures instead of electronic health records, poor maintenance or old way of manual recording leading to inconsistent documentations (Bjerkan et al. 2021). Fragmented documentation where information collected from various department are noted down in different places also cause problem which could be the case for Mrs. Mann (Bjerkan et al. 2021). Therefore, fostering effective communication and collaboration in interdisciplinary work is crucial. 
[bookmark: _Toc1398346002]Importance of working collaboratively 
The approached used for fostering effective collaboration include effective communication and maintaining sharing of necessary patient information through important channels. In this context, according to a research effective communication leads to the mutual understanding among workers such as health professionals, GPs or care workers (McLaney et al. 2022). They must implement active listening, active sharing of information and will ensure the issue has been thoroughly understood. Though the process may involve conflicts among HCPs leading to non-adherence to the common goal through shared decision-making. Therefore, to resolve conflicts, decisions are made on the basis of most appropriate actions while valuing each one’s opinion (McLaney et al. 2022). However, in this process, it is essential to ensure each professionals feel included, valued and respected and can reflect on their actions based on their roles. Therefore, in case of Mrs. Mann, timely coordination among HCPs along with the identification of the issue leading to inconsistent documentation and missed communication were required to prevent these issues by ensuring strong accountability of the actions. 
According to a study the common challenges in multi-agency working include potential conflicts, exclusion, missed communication due to language barrier, not having efficient communication tool or personal bias due to having limiting belief (Din et al. 2024). Therefore, the strategy involves implementing the best practices and establishment of framework that ensure smooth teamwork which can be done by conducting regular team meeting, using standardized communication tools (Din et al. 2024). For example, considering the case of Mrs. Mann, this involve documenting each change in the care plan which must be communicated with the community physiotherapist along with Mrs. Mann and other persons involved in the care plan. Another strategy involves facilitating coordination among each team members within the multi-agency setting where everyone feels included, valued and heard to eliminating cross-cultural bias (Alsubaie et al. 2024). Also, continuous professional development, developing cultural competencies, participating in training and development program could help in minimising biases, beliefs leading to improved culturally aligned care. 


[bookmark: _Toc559182144]Conclusion
[bookmark: _GoBack]In conclusion. Mrs. Mann’s case highlights the importance of fostering patient safety with good communication and administrative skills along with effective collaboration in a multi-agency setting. The inconsistent documentation, delayed medication management could arise from significant communication gap or record keeping issue which is further supported by Mrs. Mann’s incapability to understand and speak limited English. Aligning with essential legislations and Act such as the Equality Act of 2010, Data protection Act of 2018, Caldicot NMC code and other relevant framework and principle with such incidents of missed communication, delayed medication management could signify potential loopholes in managing two-way communication that preserves service users’ autonomy, respect and dignity. Though in such cases HCPs within the multi-agency working setting needs to act in a coordinated manner so that any missed information, or inconsistent documentation is clearly communicated between others. However, protection of patients’ information is also a significant issue. Overall, proper two-way communication, effective communication and collaboration within the multi-agency setting is required to prevent such incidents. 
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