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Case Study Report on Communication, Record Keeping, and Collaboration in the Care of Mrs Mann
[bookmark: _Toc213433689]Introduction
In this report, the case of Mrs Mann, the 72-year-old woman, who just returned home after undergoing hip replacement surgery will be considered. She is alone with no or little English and therefore she cannot recover without the help of her carers, GP and physiotherapist. The scenario indicates the role of good communication, record keeping and teamwork in health and social care. The report will cover three key points: the role of effective communication and its connection with the Equality Act 2010, the significance of proper record keeping in the Data Protection Act 2018, and how a collaboration between different professionals can lead to the delivery of safe and person-centred support. The report connects theory, legislation and practice by demonstrating how joined-up and respectful care can assist in enhancing safety, equality and positive outcomes of individuals such as Mrs Mann.
[bookmark: _Toc213433690]The Importance of Effective Communication within the Context of Mrs Mann’s Care
Quality care depends on good communication; particularly, it is more difficult to comprehend and exchange information due to language or cultural barriers. In the case with Mrs Mann, she is not good at English and frequently uses her daughter as a translator and this is the reason why carers should find the means of communicating in a clear and respectful way. The Equality Act 2010 is a reminder to the health and social care personnel that individuals must have equal access to information and services irrespective of the language and background. This implies that carers should make reasonable changes which may include hiring an interpreter or translated resources so that Mrs Mann can engage in her self-care.
This process can be explained with the help of the SMCR model of communication developed by Berlo (1960). It divides the process of communication into four general sections which include the sender, message, channel and the receiver. One such example is in the care of Mrs Mann where the sender may be the carer who gives her an order concerning her medication or exercises. The message should be understandable and direct, the channel could be either verbal or written communication, and the receiver is Mrs Mann herself. The absence of correct language or tone may make her incomprehensive, which may bring about errors. Employing a professional interpreter rather than a family member is a measure that allows preserving the confidentiality and ensuring that the message is precise (Thompson, 2016).
Another important component of the model by Berlo is feedback. Requesting Mrs Mann to repeat some information or show an exercise alone ensures that the understanding is verified and eliminated mistakes (Silverman, 2020). Action, facial expression and intonation are other type of non-verbal communication that may make the difference when words are not enough (Trevithick, 2012). This strategy is closely related to the Equality Act 2010 since it allows Mrs Mann to be treated equally and engage in making decisions related to her care. It is also indicative of person-centred care that the Care Quality Commission (CQC, 2015) advocates and contributes to establishing the trust and respect between the carers and service users.
Altogether, effective and culturally competent communication facilitates safety, equality and dignity. Applying the SMCR model developed by Berlo (1960) helps the carers to reason well on how they transmit their messages, what medium they adopt and how they acknowledge receipt in order to ensure care is delivered efficiently.

[bookmark: _Toc213433691]The Importance of Good Administrative Skills within Professional Practice
One of the most significant competencies in health and social care is the ability to maintain clear and accurate records. The delay in switching medication among Mrs Mann was due to poor documentation and this endangered her life. Effective administration will ensure that all parties with a stake in the care of a person receive the appropriate information to make safe decisions and maintain the services in their normal operations (Department of Health and Social Care, 2018).
The UK GDPR and the Data Protection Act 2018 provide specific guidelines on the manner in which personal data should be handled. The health and social care professionals must ensure that they handle the information in a legal manner and share it with individuals who require to get to know the information. This implies that the medication records, the progress notes and the care plans of Mrs Mann should be updated, secure and shared in a suitable way (NHS Digital, 2021). Failure by the staff to do so may result in hurt or even harm to trust.
Professionalism and accountability are also demonstrated by good record keeping. Any entry must be factual, signed and dated. Well written records assist in teamwork, meeting care decision evidence and safeguard both the carer and the service user against complaints (CQC, 2015). Provided that the care notes of Mrs Mann were more explicit and timelier reviewed, the medication issue would likely have been prevented.
Electronic systems are now used by many organisations, and this has facilitated information exchange but there are associated risks such as data breach. This is the reason why carers have to be trained to operate systems properly and secure passwords (Health and Social Care Information Centre, 2016). Person-centred care is also helped by accurate and confidential record keeping, as it will make sure the information about the preferences, language and recovery goals of Mrs Mann is transmitted to all the involved parties (Thompson, 2016).
To be more precise, effective good administrative practice is the key to safe and legal effective care. Staff can serve the people better, protect their dignity and trust by adhering to the Data Protection Act 2018 and keeping their records not only honest but also well-organised.

[bookmark: _Toc213433692]The Importance of Working Collaboratively with Other Professionals
Collaborating with other professionals is a crucial way of working with people with complex needs. To Mrs Mann, effective collaboration between her carers, GP and physiotherapist would be used to ensure that her recovery is safe and well controlled. The Health and Social Care Act 2012 promote integrated working between services in such a way that individuals receive congruent and highly coordinated care.
The role of every professional is significant. The carers assist in the day-to-day needs of the patient, the physiotherapist assists with her mobility and exercises, as well as the GP oversees her medication and general health. It minimizes the chances of errors when they communicate clearly and have periodic reviews (NHS England, 2019). In the case of Mrs Mann, a delay in her medication could have been prevented in case communication between the two professionals was more comfortable.
Respect and understanding between professionals is also required in collaboration. The sharing of care plans and secure communication systems, as well as meetings, keep all people informed. It is also relevant that the individual knows his/her role and listens to other people (Trevithick, 2012). The teamwork may be challenging due to obstacles such as time pressure, the lack of clarity in responsibilities or insufficient documentation (Glasby and Dickinson, 2014), and thus, training and frequent reflections can be used to enhance practice.
The concept of teamwork may be supported by the proposed ideas about the Berlo (1960) model usage as well since effective communication among professionals allows avoiding misunderstandings and duplication of messages and feedback. In general, effective team working can contribute to the faster recovery of Mrs Mann, minimizing risks and providing her with safe and person-centred care by all the participants.
Conclusion
The case of Mrs Mann demonstrates the role of communication and record keeping coupled with teamwork in providing quality care. The application of Berlo (1960) SMCR model assists the carers to tailor their communication to bypass certain barriers such as language difference and ensure that service users comprehend what is going on. The Data Protection Act 2018 provides guidance in the form of good record keeping facilitating safe information sharing and evident care. By working together, professionals, such as the GPs, physiotherapists and carers, will make care more regular and individual. All these areas contribute to upholding dignity, equality and trust which are the key concepts of health and social care practice. Considering such cases, the personnel can study how better they could work in the future and ensure that individuals such as Mrs Mann are provided with safe and supportive care.
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