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[bookmark: _Toc211074920]1.Introduction
Effective communication, accurate record-keeping, and collaborative teamwork form the NHS Resolution (2022), an Arm’s-length Body of the Department of Health and Social Care, underpins safe, high-quality care by managing indemnity schemes and resolving clinical claims. In 2021–22, it handled 16,484 cases, settling 77% pre-litigation, and paid £2.459 billion in compensation. Communication failures caused nearly 70% of clinical incidents, as shown in Mrs Mann’s case, highlighting the need for effective, compassionate communication (NHS RESOLUTION, 2022).
The discussion integrates key UK legislation such as the Equality Act 2010, Data Protection Act 2018, and Care Act 2014, which together safeguard patient rights, confidentiality, and inclusivity. Theoretical perspectives—including the Shannon–Weaver Communication Model (1949) and Tuckman’s Team Development Model (1965)—offer structured insights into how professionals can enhance communication and teamwork in real-world practice (CMI, 2025).
Mrs Mann’s case shows that effective communication, accurate records, and teamwork enhance equality, cultural sensitivity, accountability, and holistic care.
[bookmark: _Toc211074921]2. Importance of Communication
[bookmark: _Toc211074922]2.1 Definition and Relevance
Communication in health and social care refers to “the process of sharing information, feelings, and understanding between individuals to achieve effective care” (Hargie, 2021). It is a vital skill that underpins every interaction between healthcare professionals and patients. The NHS Resolution (2022) identified that nearly 70% of clinical safety incidents are linked to communication failures such as inaccurate handovers, incomplete documentation, or misunderstandings between staff and patients (NHS RESOLUTION,2022).
Effective communication ensures safety, empathy, and trust, fostering respect, clear understanding, shared decision-making, and compassionate recovery in person-centered clinical care.
[bookmark: _Toc211074923]2.2 Application to Mrs. Man
For Mrs. Mann, who speaks Urdu and has limited English comprehension, language barriers significantly impact her postoperative recovery. Miscommunication could lead to errors in medication administration or physiotherapy adherence. According to the Shannon–Weaver Communication Model (1949), barriers such as linguistic differences or “noise” can distort messages between sender (nurse) and receiver (patient) (lumen, 2019).
To overcome this, professionals should follow the NHS Accessible Information Standard (2015), developed with RNIB, Sense, and others, using interpreters, visual aids, and teach-back methods for clarity (NHS England, 2016). According to NHS Digital (2021), professional interpreters can reduce medication-related errors by up to 50%, showing how effective communication enhances patient safety (Branch, Hiner and Jackson, 2021).
[bookmark: _Toc211074924]2.3 Equality and Inclusion
The Equality Act 2010, uniting over 116 laws, ensures equitable care for all patients regardless of language, culture, or background. Using culturally sensitive communication—like greeting Mrs. Mann with “Assalamualaikum”—promotes respect, inclusion, warmth, and trust in healthcare settings (EHRC, 2018).
According to the 2022 British Social Attitudes (BSA) survey, only 29% of the public were satisfied with the NHS—the lowest since 1983—while dissatisfaction rose to 51%. This decline highlights the urgent need for improved communication and culturally responsive care to rebuild patient trust and satisfaction (The King's Fund, 2024).
[bookmark: _Toc211074925]2.4 Impact on Care Outcomes
According to the Care Quality Commission’s State of Care 2020/21 report, based on inspections and feedback from patients, families, and carers, services rated ‘good’ or ‘outstanding’ consistently demonstrated effective, compassionate communication. Patients who felt “listened to and understood” followed treatment plans more effectively. For Mrs. Mann, empathetic interaction supports medication adherence, physiotherapy engagement, and faster recovery—preserving dignity, trust, and equitable, person-centered care for all.
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[bookmark: _Toc211074927]3.1 Purpose and Definition
Good record-keeping is a fundamental professional duty outlined in the Nursing and Midwifery Council Code (2018), requiring clear, accurate, and timely documentation—ideally within 24 hours of care delivery. The Care Quality Commission (2021) found that effective record-keeping reduces treatment-related incidents by up to 30%, supporting patient safety and accountability. Records also ensure compliance with the Data Protection Act 2018 and Access to Health Records Act 1990. Maternity records must be retained for 25 years (Department of Health, 2016) to safeguard continuity, investigation, and legal integrity (Mary Plummer and Erum Khan, 2022).
[bookmark: _Toc211074928]3.2 Legal and Ethical Framework
Maintaining confidentiality and accuracy in records is a legal duty under the UK GDPR and Data Protection Act 2018, which require personal data to be used lawfully, fairly, and securely kept accurate, limited to necessity, and protected from unauthorized access or misuse (UK Government, 2025). The Caldicott Principles, established in 1997 under Dame Fiona Caldicott’s review of patient information sharing, set clear standards for protecting confidentiality. They stress that identifiable data should be shared only when necessary, ensuring accountability, trust, and ethical transparency in an increasingly digital healthcare environment (and, 2025).
[bookmark: _Toc211074929]3.3 Application to Mrs. Mann
In Mrs. Mann’s care, nurses and physiotherapists must accurately record her medication schedule, pain scores, wound care, and mobility progress using digital platforms such as NHS Spine or EMIS Web. These shared systems allow seamless information exchange among the multidisciplinary team, ensuring continuity and safety.
The British Medical Journal (2020) reported that 1 in every 20 NHS prescriptions contain an error, stressing the importance of accurate documentation and verification. Implementing interoperable electronic record systems reduces duplication, enhances real-time tracking, and improves safety—especially for complex patients receiving care from multiple providers across NHS settings (BMJ,2017).
[bookmark: _Toc211074930]3.4 Professional Accountability
According to the Nursing and Midwifery Council (NMC) Code (2018), practitioners must ensure records are accurate, complete, and contemporaneous to uphold professional standards. Breaches can result in disciplinary action or loss of registration. The Open Journal of Nursing (2021) highlights that as global ageing reaches 2.1 billion by 2050, accurate, person-centered documentation is vital for managing sensory and cognitive impairments. In Mrs Mann’s case, precise records enable effective physiotherapy monitoring, early complication detection, and coordinated, safe care that reflects professionalism and accountability (NMC, 2018).
[bookmark: _Toc211074931]4. Importance of Collaborative Working
[bookmark: _Toc211074932]4.1 Definition and Relevance
According to the Social Care Institute for Excellence (SCIE, 2021), effective collaboration among professionals—such as nurses, doctors, physiotherapists, translators, and social workers—ensures holistic, person-centered care. SCIE’s evidence-based guidance supports integration across health and social care, improving safety, independence, and quality of life for people of all (SCIE, 2021).
The Care Act 2014 and NHS Long Term Plan (2019) both priorities integrated care, especially for older adults with complex needs. A 2022 systematic review analyzing 157 global studies found that effective multidisciplinary collaboration significantly improves patient satisfaction and recovery times. In Mrs Mann’s case, coordinated teamwork across medication, physiotherapy, and discharge planning enhances care quality, prevents duplication, and ensures safe, seamless recovery (Ferreira et al., 2023).
[bookmark: _Toc211074933]4.2 Theoretical Framework
The Tuckman Model (1965), developed by psychologist Bruce Tuckman, outlines five stages of team development—Forming, Storming, Norming, Performing, and Adjourning. It explains how teams evolve from initial formation to high performance and eventual dissolution. In the Forming stage, members establish trust and goals; during Storming, conflicts arise as roles are defined. Norming brings cohesion through shared norms, leading to Performing, where teams achieve peak productivity. Finally, in Adjourning, teams conclude with reflection and learning. Understanding these stages enables leaders to enhance collaboration, adaptability, and long-term team success (Tuckman’s Model, 2025).
[bookmark: _Toc211074934]4.3 Benefits of Collaboration
According to the British Social Attitudes Survey (2022), only 29% of people were satisfied with the NHS—the lowest since 1983—while 51% expressed dissatisfaction. The King’s Fund highlights that integrated multidisciplinary teams enhance coordination, reduce hospital readmissions, and improve patient satisfaction. In Mrs Mann’s case, collaboration among her nurse, physiotherapist, and interpreter promotes holistic, well-communicated care—empowering her participation, building trust, and enhancing recovery and overall patient experience within an integrated healthcare system (The King’s Fund,2024).
[bookmark: _Toc211074935]4.4 Challenges and Solutions
Despite its benefits, collaboration in healthcare faces challenges such as workload pressures, unclear roles, and limited access to shared records. The NHS People Plan (2020/21) highlights lessons from Covid-19, promoting flexible working, digital transformation, and simplified governance to strengthen teamwork. It emphasizes regular multidisciplinary meetings, staff wellbeing, and cultural competence to overcome barriers. By fostering open communication, mutual respect, and empowerment, collaboration improves service quality, continuity, and outcomes—enhancing patient experience and recovery for individuals like Mrs. Mann (HFMA, 2020).
[bookmark: _Toc211074936]5. Conclusion
In conclusion, effective communication, accurate record-keeping, and collaborative teamwork are the foundations of professional practice in health and social care. Evidence from NHS Resolution (2022) shows that communication failures cause nearly 70% of
clinical incidents, highlighting the need for clear, compassionate interaction, as seen in Mrs Mann’s case. Accurate documentation—guided by the Data Protection Act 2018 and NMC Code (2018)—ensures accountability, safety, and legal integrity. Collaborative teamwork, promoted by The King’s Fund (2024) and NHS People Plan (2020/21), enhances coordination, reduces readmissions, and supports staff wellbeing through digital innovation and flexible working. Supported by the Equality Act 2010 and Care Act 2014, these principles uphold equality, inclusion, and person-centered care. Ongoing professional development, reflective practice, and cultural competence are vital to sustaining trust, safety, and high-quality care within an integrated healthcare system.
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