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Case Study Report: Miss Thompson’s Care, Communication and Professional Support


Introduction
This report focuses on the care of Miss Thompson, an 84-year-old lady who has recently been discharged from hospital after suffering from pneumonia. Miss Thompson lives alone in a sheltered housing scheme and has mild dementia. Since returning home, concerns have been raised because she has been missing her medication and was found outside during cold weather wearing unsuitable clothing. Older adults with dementia can be at greater risk of harm and may require additional support to maintain their safety and independence (Alzheimer’s Society, 2024)
Due to Miss Thompson’s age, recent illness, and dementia, she may be more vulnerable and require additional support to remain safe and independent. This report will discuss the importance of effective communication, equality, record keeping, administrative skills, teamwork, and the laws and policies that support good health and social care practice.

The Importance of Good Communication
Effective communication is an important part of providing safe and high-quality care. For Miss Thompson, good communication is needed because dementia may affect her memory, understanding, and ability to explain her needs. Staff need to communicate with her in a calm, respectful, and patient way.
Care workers should always involve Miss Thompson in decisions about her care and respect her choices. Although she has slight dementia, she still has the right to be listened to and treated with dignity. Staff should use simple language, avoid confusing information, give her enough time to respond, and check that she understands what has been discussed.
Good communication between everyone involved in Miss Thompson’s care is also important. This includes care workers, her GP, nurses, social workers, family members, and other professionals. Sharing the right information helps everyone understand her needs and reduces the risk of mistakes. For example, if Miss Thompson continues to miss medication, this information needs to be shared with her GP and care team so that action can be takenPoor communication could put Miss Thompson at risk. If staff do not share concerns, important changes in her health or behaviour may be missed. This could lead to further illness, hospital admission, or increased risks to her safety.


BERLO Communication Model Kumar, P. (2026, January 31)
The BERLO communication model can help staff communicate effectively with Miss Thompson.

Body Language
Body language is an important part of communication. Staff should use positive body language when supporting Miss Thompson, such as making eye contact, smiling, and showing patience. A calm and friendly approach can help her feel safe and comfortable, especially if she is confused or worried.
Staff should avoid appearing rushed or frustrated because this could make Miss Thompson feel anxious. A caring approach can help build trust between Miss Thompson and her carers.

Empathy
Empathy means understanding another person’s feelings and trying to see things from their point of view. Staff should not judge Miss Thompson for forgetting medication or going outside without suitable clothing. Instead, they should consider that her actions may be linked to her dementia, confusion, loneliness, or difficulty adjusting after leaving hospital.
Showing empathy helps Miss Thompson feel respected and valued as an individual rather than just focusing on her problems.

Listening
Listening carefully is essential when supporting Miss Thompson. Staff should allow her to express her feelings, worries, and preferences. Active listening helps staff understand what support she needs.
Listening also includes noticing changes in her behaviour, mood, or communication. These changes may show that she is struggling or needs extra help.

Open Communication
Open communication means encouraging honest conversations between Miss Thompson, her family, and professionals. Staff should feel confident reporting concerns and discussing changes in her condition.
By keeping communication open, problems can be identified early, and the correct support can be arranged.

Communicating with Miss Thompson and Her Family
Family members can be an important source of information because they may understand Miss Thompson’s history, routines, personality, and preferences. Working with family can help professionals provide more personalised care.
However, staff must respect Miss Thompson’s privacy and confidentiality. Information should only be shared with family members if Miss Thompson has given permission or if there is a legal reason to share it, such as a safeguarding concern.
Miss Thompson should remain involved in decisions about her care as much as possible. A person-centred approach means recognising her as an individual and respecting her choices, beliefs, and independence.
The Equality Act 2010 is important in Miss Thompson’s care because it protects people from discrimination. Her age and dementia may mean she requires additional support or reasonable adjustments. For example, staff may need to provide extra time for communication, use clearer explanations, and adapt the way care is provided to meet her needs.

Good Administrative Skills in Care
Good administrative skills are essential in health and social care because they help staff provide safe and organised support. Care workers must complete records correctly, follow care plans, report concerns, and ensure important information reaches the correct people.
For Miss Thompson, good administration includes recording the incident where she was found outside in unsuitable clothing, documenting missed medication, updating risk assessments, and making sure the medication review is followed up.
Accurate administration helps prevent mistakes and ensures all professionals involved in her care understand her current needs. It also provides evidence that staff have followed correct procedures and taken appropriate action.

Good organisation, time management, and following workplace policies are important skills for care workers. These skills help ensure Miss Thompson receives consistent care.

Record Keeping and Data Protection
Record keeping is a legal responsibility in health and social care. Good records should be accurate, clear, and completed at the correct time. Staff should record facts rather than personal opinions.
For Miss Thompson, records may include care notes, medication records, risk assessments, incident reports, and communication records. These documents help professionals monitor her health, identify changes, and plan suitable support.
The Data Protection Act 2018 and UK General Data Protection Regulation (UK GDPR) protect Miss Thompson’s personal information. Staff must make sure her information is:
· Kept private and secure.
· Only shared with people who need the information to provide care.
· Accurate and updated regularly.
· Used only for the correct purpose.
Care workers must not discuss Miss Thompson’s personal information with people who are not involved in her care. Confidential information should be stored safely, and staff should follow workplace policies when handling records.

Relevant Laws and Policies
Several important laws apply to Miss Thompson’s situation.

Care Act 2014 (Carehome.co.uk. Retrieved July 16, 2026)
The Care Act 2014 helps protect vulnerable adults and places responsibility on services to promote wellbeing, independence, and safety. In Miss Thompson’s case, professionals must identify risks and make sure she receives appropriate support.

Mental Capacity Act 2005 (National Health Service, 2024)
The Mental Capacity Act supports people who may have difficulty making decisions. It states that people should be assumed to have capacity unless there is evidence that they cannot make a specific decision. If Miss Thompson cannot make a decision, professionals must act in her best interests.

Equality Act 2010 (Trust, 2010)
The Equality Act protects Miss Thompson from discrimination because of her age or disability. Services must make reasonable adjustments to ensure she receives fair treatment.

Data Protection Act 2018 UK Government. (2025). Data Protection Act
This protects Miss Thompson’s personal information and ensures it is handled safely and confidentially.

Health and Social Care Act 2008 (Health and social care Act 2008)
This requires care providers to deliver safe, effective, and good-quality care.
Care providers must also follow safeguarding policies, medication policies, dementia care guidance, and incident reporting procedures.

Working Together in Miss Thompson’s Care

Working together with different professionals is important to ensure Miss Thompson receives the right support. Because of her dementia, recent hospital stays, and medication difficulties, she needs a team approach.
The GP plays an important role by monitoring her health, reviewing medication, and treating any new health concerns. Domiciliary care workers support Miss Thompson in her own home by helping with daily tasks, checking her wellbeing, and reporting any concerns.
Other professionals, such as nurses, social workers, pharmacists, and family members, may also contribute to her care. Everyone involved should communicate clearly and follow the same care plan.
Good teamwork involves regular meetings, accurate records, listening to different opinions, and understanding each person’s role. A person-centred approach ensures decisions are based on what is best for Miss Thompson.
Challenges such as poor communication, delays in sharing information, or disagreements between professionals can affect care. These challenges can be improved through regular meetings, clear responsibilities, and following agreed policies and procedures (Care Quality Commission, 2023).

Conclusion
People like Miss Thompson can become more vulnerable because of their age, health conditions, and dementia. Without the correct support, they may be at risk of harm, missing medication, loneliness, and losing their independence.
Miss Thompson’s situation highlights some weaknesses that can happen in care, such as poor communication, not recognising risks early enough, or not providing enough support after hospital discharge. These problems can affect a person’s safety and wellbeing.
Care services can be improved by providing better staff training, improving communication between organisations, and regularly reviewing care plans. More funding for health and social care could help provide more care workers, longer support visits, and better dementia services.
By investing in services and encouraging professionals to work together, people like Miss Thompson can receive safer and more effective care. Everyone involved should work towards ensuring that older people are treated with dignity, respect, and compassion while being supported to live as independently as possible.
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