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Introduction

Health and social care services in the United Kingdom are designed to provide person-centred
care that meets the physical, emotional, and social needs of individuals. To ensure high-quality
care, professionals must demonstrate effective communication, strong administrative skills, and
the ability to work collaboratively with others. These elements are particularly important when
supporting individuals with complex needs.

This report focuses on Mr Ahmed, a 68-year-old man recovering from a stroke who requires
support from multiple health and social care professionals. Due to his limited English and
communication difficulties, additional consideration must be given to how care is delivered. This
report will examine the importance of effective communication, administrative practice, and
collaborative working within the context of Mr Ahmed’s care, while also referring to key
legislation such as the Equality Act 2010 and the Data Protection Act 2018.

The Importance of Effective Communication

Effective communication is essential in ensuring that Mr Ahmed receives safe, person-centred
care. Following his stroke, Mr Ahmed experiences difficulties with speech and understanding,
and he also has limited English. These barriers increase the risk of miscommunication, which
could negatively affect his health and wellbeing if not addressed appropriately.

To communicate effectively, care professionals must adapt their methods to meet Mr Ahmed’s
needs. This may include using simple and clear language, visual aids, gestures, and translation
support where necessary. Involving his wife, who speaks fluent English, is also important, as
she can help interpret information and advocate on his behalf. This approach aligns with the
principles of the Equality Act 2010, which ensures that individuals are not disadvantaged due to
language barriers or disabilities and have equal access to services.

A relevant communication model in this case is the transactional model of communication,
which emphasises that communication is a two-way process involving both sending and
receiving messages, along with feedback. (Schramm, 1954). In Mr Ahmed’s care, it is not
enough to simply provide information; professionals must also ensure that it has been
understood. For example, when explaining medication instructions, carers should check
understanding by asking Mr Ahmed or his wife to repeat the information.

Active listening is another key component of effective communication. Professionals should
demonstrate patience, maintain appropriate eye contact, and allow sufficient time for responses.



Non-verbal communication is particularly important in this case, as facial expressions, tone of
voice, and body language can help convey meaning when verbal communication is limited.

The missed home visit highlighted in the case study demonstrates the consequences of poor
communication. As a result of this failure, Mr Ahmed did not receive his medication on time,
which could have serious health implications. This incident emphasises the importance of clear
communication between staff, including accurate scheduling, handovers, and information
sharing.

Overall, effective communication promotes safety, dignity, and trust, ensuring that Mr Ahmed’s
needs are fully understood and met.

The Importance of Administrative Skills and
Record-Keeping

Administrative skills play a vital role in ensuring that care is delivered safely, consistently, and in
line with legal requirements. In Mr Ahmed’s case, accurate record-keeping is particularly
important due to the involvement of multiple professionals and the complexity of his care needs.

Record-keeping involves documenting all aspects of care, including medication administration,
personal care provided, and any changes in Mr Ahmed’s condition. This ensures continuity of
care, as all professionals involved can access up-to-date information. For example, the district
nurse relies on accurate records to monitor Mr Ahmed’s blood pressure and wound care, while
the GP uses this information to make informed medical decisions.

The Data Protection Act 2018 provides a legal framework for handling personal information. It
ensures that Mr Ahmed’s data is processed lawfully, kept secure, and only shared when
necessary. (Data Protection Act, 2018).Professionals must follow key principles, including
maintaining confidentiality, ensuring information is accurate, and only using data for its intended
purpose. This is particularly important when information is shared between different
organisations involved in Mr Ahmed’s care.

The incident involving the missed home visit suggests a failure in administrative processes,
such as scheduling or record management. Effective systems, including digital care records and
clear communication logs, could help prevent such errors. Accurate documentation also
supports accountability, as it provides evidence of the care that has been delivered.

In addition to legislation, organisational policies such as confidentiality policies, safeguarding
procedures, and professional codes of conduct guide administrative practice. These frameworks
ensure that care is delivered ethically and in line with professional standards.

In conclusion, strong administrative skills and effective record-keeping are essential in
maintaining high standards of care, ensuring legal compliance, and protecting the wellbeing of
service users such as Mr Ahmed.



The Importance of Collaborative Working

Collaborative working is essential in providing holistic and effective care for Mr Ahmed. His care
involves a range of professionals, including his GP, district nurse, domiciliary care workers, and
a speech and language therapist. Each professional has a specific role, and working together
ensures that all aspects of Mr Ahmed’s health and wellbeing are addressed.

For example, the speech and language therapist focuses on improving communication and
swallowing, while the district nurse monitors physical health conditions such as blood pressure
and wound care. Domiciliary care workers assist with daily tasks such as personal care,
medication administration, and meal preparation. Effective collaboration ensures that these
services are coordinated and that there are no gaps in care.

Successful collaborative working requires clear communication, shared goals, and mutual
respect among professionals. Regular team meetings, shared care plans, and effective
handovers are important strategies for ensuring that everyone involved is informed about Mr
Ahmed’s needs and progress.

However, challenges can arise in multi-agency working, including miscommunication,
differences in professional perspectives, and time constraints. The missed home visit
demonstrates how a lack of coordination can negatively impact care delivery. To overcome
these challenges, professionals can use shared digital systems, establish clear roles and
responsibilities, and maintain open communication channels.

Involving Mr Ahmed and his family in decision-making is also a key aspect of collaborative
working, as it promotes person-centred care and ensures that services are tailored to his
individual needs.

Overall, collaborative working improves the quality of care, enhances patient safety, and
ensures that Mr Ahmed receives comprehensive support from all professionals involved.

Effective teamwork requires clear communication, shared goals, and mutual respect (HCPC,
2021).

Conclusion

In conclusion, effective communication, strong administrative practice, and collaborative working
are fundamental to delivering high-quality health and social care. In the case of Mr Ahmed,
communication barriers related to language and his stroke highlight the need for adaptable and
inclusive communication strategies. The application of the Equality Act 2010 ensures that he
receives fair and equal access to care.



Accurate record-keeping and adherence to the Data Protection Act 2018 are essential in
maintaining confidentiality, ensuring continuity of care, and supporting professional
accountability. Additionally, collaborative working between professionals ensures that all aspects
of Mr Ahmed’s needs are addressed in a coordinated and effective manner.

The missed home visit serves as a reminder of the potential consequences of poor
communication and administrative failures. By applying appropriate legislation, communication
models, and professional practices, health and social care providers can deliver safe, effective,
and person-centred care that meets Mr Ahmed’s needs.

References
Equality Act 2010. London: The Stationery Office.
Data Protection Act 2018. London: The Stationery Office.

Health and Care Professions Council (HCPC) (2021) Standards of conduct, performance and
ethics. London: HCPC.

NHS (2023) The NHS Constitution for England. Available at:
https://www.gov.uk/government/publications/the-nhs-constitution-for-england (Accessed: 27
March 2026).



	Introduction 
	The Importance of Effective Communication 
	The Importance of Administrative Skills and Record-Keeping 
	The Importance of Collaborative Working 
	Conclusion 

