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Induction 
This report focuses on Mrs. Mann, a 72-year-old woman recently discharged from hospital following hip replacement surgery. She lives independently at home and receives daily support from a domiciliary care agency to assist with personal care and mobility. Mrs. Mann’s first language is Urdu, and she has limited English proficiency; her daughter often supports her by interpreting during healthcare interactions. The multidisciplinary team  involved in her care includes her general practitioner (GP) and a community physiotherapist.
Recently, concerns have arisen due to inconsistent record-keeping and a missed communication, which resulted in a delayed medication adjustment. The purpose of this report is to explore three key aspects of Mrs. Mann’s case: effective communication, administrative skills and record keeping, and collaborative working. These will be discussed in relation to relevant health and social care legislation and professional standards.
 1: Effective Communication
Effective communication is key to providing person-centred and safe care. In Mrs. Mann’s case, clear and kind communication is essential to make sure she understands her care plan, medication, and exercises after surgery. Because English is not her first language, communication barriers could increase her risk of misunderstanding information, leading to mistakes in her care. The Equality Act 2010 (legislation.gov.uk, 2010) states that individuals must not be discriminated against because of protected characteristics such as race or language. Health and social care professionals must therefore make reasonable adjustments—like using interpreters or translated materials—to ensure equal access to care.
Berlo’s SMCR Model (1960) can be applied here. It focuses on the Source, Message, Channel, and Receiver. This means that the care worker (source) should send clear messages using the right channel, such as verbal explanations or written notes, so Mrs. Mann (receiver) can understand. Using visual aids or professional interpreters can also help overcome language barriers. Although her daughter sometimes helps, using professional interpreters protects confidentiality and ensures accuracy (NHS England, 2022).
Cultural awareness is also important. Workers must respect Mrs. Mann’s background and beliefs in line with the Care Act 2014 and NMC Code (2018). Miscommunication or lack of cultural understanding could lead to stress, mistrust, or refusal of treatment. Staff should use active listening, open questions, and check understanding by asking Mrs. Mann to repeat information back. Regular team communication also ensures consistency and reduces errors. Inclusive, respectful communication improves Mrs. Mann’s safety, confidence, and overall care experience.


 2: Administrative Skills and Record Keeping
Accurate record keeping is essential in health and social care because it helps keep people safe and ensures their care is consistent. In Mrs. Mann’s case, poor documentation and missing information caused a delay in her medication being changed. This shows how important it is for care staff to record all details correctly and share them with the right professionals. The Data Protection Act 2018 states that all personal data must be kept accurate, up to date, and only shared when necessary (legislation.gov.uk, 2018).
The Caldicott Principles (Department of Health and Social Care, 2016) guide health and social care workers on how to handle patient information safely. These principles state that information should only be shared on a ‘need to know’ basis. For Mrs. Mann, this means her records should be shared only with those directly involved in her care, such as her GP, physiotherapist, and carers. If records are not kept up to date, or if information is shared with the wrong person, it could lead to mistakes or a breach of confidentiality.
Good administrative practice also means that records must be clear, factual, and written as soon as possible after care is). given (NMC, 2018 This helps avoid mistakes and makes sure everyone knows what has been done. For example, if the care agency records when Mrs. Mann takes her medication and how she responds, her GP can make safe decisions about her prescriptions. Records can be electronic or paper-based, but staff should be trained to use them correctly and follow the organisation’s policies.
Overall, strong administrative skills and accurate record keeping help protect both Mrs. Mann and the care workers. They also show professionalism, accountability, and respect for confidentiality (NHS Digital, 2021).
 3: Collaborative Working
Collaborative working means different professionals and services working together to support a person’s needs. For Mrs. Mann, this includes her GP, physiotherapist, care agency, and family members. Working as a team ensures everyone understands her care plan and goals, such as improving her mobility and managing pain after surgery. When professionals share information clearly, Mrs. Mann’s care becomes more coordinated and effective (Health and Social Care Act 2012).
Good collaboration also helps prevent mistakes like the one with her delayed medication. Regular communication through meetings or care notes allows each professional to update others on any changes. For example, if the physiotherapist notices that Mrs. Mann is struggling with mobility, they can tell the GP, who may adjust her medication or refer her for extra support. This shared approach keeps care consistent and centred on the person (NMC, 2018).
However, collaborative working can face challenges such as poor communication, unclear roles, or time pressures. To overcome this, professionals should respect each other’s roles, use clear communication, and record all updates properly. Shared care plans and digital
records can help ensure that everyone involved in Mrs. Mann’s care stays informed and works toward the same goals.
Conclusion
In summary, this report has shown how effective communication, accurate record keeping, and teamwork are all vital to safe and high-quality care. In Mrs. Mann’s case, communication barriers and poor documentation caused a delay in her treatment, showing how easily problems can arise. Using clear and inclusive communication, maintaining accurate records, and promoting collaboration between professionals all help to ensure safety and dignity for service users. Health and social care workers must continue to follow laws and professional standards to provide person-centred care that meets the needs of each individual.

Reflective Summary
Reflecting on Mrs. Mann’s case has helped me understand how important clear communication, accurate record keeping, and teamwork are in providing safe and effective care. I learned that small issues, such as unclear notes or language barriers, can have a big impact on a person’s wellbeing. This case also showed me how health and social care workers must follow professional standards, like the NMC Code, and legal frameworks such as the Data Protection Act 2018. I now recognise the value of good communication between professionals and with service users, especially when language or cultural differences exist. Going forward, I will make sure to use active listening, keep accurate records, and communicate clearly with others to provide high-quality, person-centred care.
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