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Case Study: Mrs Maia
Good communication, accurate record-keeping, and effective teamwork are essential for providing safe and high-quality care in health and social care settings. These skills ensure that individuals receive support that is personalized, coordinated, and respectful. In the case of Mrs Maria, a 80-year-old woman recovering from hip replacement surgery, these principles are especially important as she lives alone, has limited English, and receives support from multiple professionals. Recent issues, such as inconsistent documentation and a missed medication update, highlight how easily poor practice can affect a person’s safety and recovery. This report discusses the importance of effective communication, strong administrative skills, and collaborative working in relation to Mrs Maria’s care. It draws on key legislation, including the Equality Act 2010 and Data Protection Act 2018, as well as professional standards, to show how these approaches support safe, person-center care.
 Section 1: Effective Communication
1. Effective Communication in Mrs Maria’s Care
Good communication is vital in supporting Mrs Maria’s recovery and ensuring she feels understood, respected, and involved in her care. Because her first language is Urdu and she has limited English, communication must be adapted to her needs. Without clear communication, she may struggle to understand mobility guidance, medication instructions, or decisions about her care.
The Equality Act 2010 requires organizations to make reasonable adjustments to avoid disadvantaging individuals because of protected characteristics such as race, age, or disability. For Mrs Maria, reasonable adjustments include providing an interpreter, using translated written materials, or visual aids to help her understand information. Although her daughter supports interpretation, using only family members can cause misunderstandings or compromise confidentiality. Professional interpreters can ensure accurate communication.
A helpful communication model is the SOLER model (Egan, 2010), which encourages active listening through non-verbal behaviour. This includes:
 • Sitting squarely facing the person
 • Open posture to show approachability
 • Leaning forward slightly to show interest
 • Eye contact, used in a culturally appropriate way
 • Relaxing to reduce tension and build trust
This model helps staff communicate warmth, respect, and understanding, which is especially important when language barriers exist.
Care staff should also use simple language, avoid jargon, use gestures or pictures where possible, and check understanding by asking Mrs Maria to repeat information in her own words. These strategies support her independence and ensure she can make informed choices.
Communication between professionals is equally important. The missed medication adjustment shows how poor communication can lead to delays and potential harm. Regular updates, clear handovers, and consistent record-sharing can prevent further mistakes.
Overall, effective communication ensures Mrs Maria receives safe, respectful, and person-centred care.

 Section 2: Administrative Skills and Record-Keeping
2. Importance of Administrative Skills and Record-Keeping
Good administrative skills and accurate record-keeping are essential to maintaining safety, continuity, and accountability in health and social care. In Mrs Maria’s case, inconsistent documentation and missed communication about her medication highlight the risks of poor record-keeping.
Records allow professionals to understand Mrs Maria’s needs, monitor her progress, and respond quickly to changes. Care workers must record details such as her mobility, pain levels, medication, and concerns. If this information is incomplete or inaccurate, other professionals such as her GP or physiotherapist may make incorrect decisions, leading to harm.
Recordkeeping is also a legal requirement. The Data Protection Act 2018 and UK GDPR require personal information to be accurate, relevant, secure, and shared only with authorized staff. This protects Mrs Maria’s confidentiality and dignity. Records must be written clearly, objectively, and without personal opinions.
The Care Quality Commission (CQC) and the Health and Social Care Act 2008 (Regulated Activities Regulations) also require providers to keep complete and up-to-date records. Good administrative practice includes:
 • Recording information immediately
 • Ensuring entries are factual, dated, and signed
 • Storing records securely
 • Communicating updates promptly
 • Following organizational policies
Poor record-keeping can lead to medication errors, safeguarding concerns, and delayed treatment. The delay in Mrs Maria’s medication adjustment shows how easily mistakes occur when records are not maintained properly.
Improving administrative skills ensures safer care, better communication, and stronger legal compliance. For Mrs Maria, accurate records will support her recovery and reduce the risk of further errors.

 Section 3: Collaborative Working
3. Collaborative Working in Mrs Maria’s Care
Mrs Maria receives support from a range of professionals, including care workers, her GP, a physiotherapist, and her daughter. Collaborative working is essential to ensure her care is coordinated and effective. When professionals work well together, they share information appropriately, agree on goals, and deliver consistent care.
Approaches that support effective collaboration include:
 • Clear communication pathways
 • Shared care plans
 • Regular updates or meetings
 • Understanding and respecting each professional’s role
 • Involving the service user and family
Challenges in multi-agency working can include unclear responsibilities, communication barriers, and differences in organizational procedures. These issues contributed to the medication delay in Mrs Maria’s case.
Strategies to overcome these challenges include:
 • Agreed communication protocols
 • Joint training
 • Shared digital systems
 • Clear escalation procedures
Collaborative working ensures Mrs Maria receives safe, coordinated support throughout her recovery.

Conclusion
Mrs Maria’s case shows how essential communication, record-keeping, and teamwork are in health and social care. Her limited English means communication must be adapted and supported by the Equality Act 2010. The documentation issues highlight the importance of accurate record-keeping and compliance with the Data Protection Act 2018. Collaboration between professionals ensures her care is coordinated and reduces risks. Strengthening these three areas communication, administration, and teamwork helps ensure Mrs Maria receives safe, effective, and person-centred care during her recovery.
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