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Introduction

This essay will analyse the case of Mr Ahmed, a 68-year-old man recovering from a stroke who receives domiciliary care services at home. It will explore how communication skills, administrative skills, and multi-agency working influence the quality of care provided and impact outcomes for individuals using health and social care services. In particular, the essay will examine how effective communication can support understanding and engagement, how accurate record keeping contributes to safe and consistent care delivery, and how collaboration between professionals ensures that complex needs are met holistically. By linking these key areas to relevant legislation, policies, and theoretical models, the discussion will demonstrate how high standards of practice can improve both patient safety and overall well-being.

The British healthcare services aim to be free at the point of delivery and are provided to anyone who needs them (NHS England, 2023). These services support individuals in maintaining their independence by providing access to high-quality and appropriate care (NHS England, 2023). The National Health Service (NHS), which has been a key part of the UK welfare system since its establishment in 1948, continues to provide free healthcare services to service users (UK Government, 1999; NHS England, 2023). The system comprises a wide range of organisations operating at national, regional, and local levels, including hospitals, general practitioners, and community-based services.

However, the UK's health and social care system is complex and currently under significant pressure. Factors such as increasing demand due to an ageing population, workforce shortages, and limited resources are placing additional strain on services (Health Foundation, 2023; UK Parliament, 2023). As a result, effective communication, accurate record-keeping, and strong partnership working have become increasingly important for ensuring safe, efficient, and high-quality care delivery.

Communication Skills

Lee (2021) defines effective communication as the process by which a person successfully conveys a message that others hear and understand as intended.
 In relation to Mr Ahmed’s care, communication must be clear, appropriate, and adapted to his needs. This is particularly important because Mr Ahmed has experienced a stroke, which may affect both his speech and understanding. Additionally, his first language is Bengali, which may create further barriers when communicating in English (Royal College of Speech and Language Therapists, 2022).
There are several types of communication used in health and social care, including verbal, non-verbal, written, and digital communication (Skills for Care, 2023). Verbal communication involves spoken language, while non-verbal communication includes body language, gestures, and facial expressions. Active listening is also a crucial element of communication, as it helps ensure that service users feel respected and understood (NHS England, 2023). To communicate effectively with Mr Ahmed, healthcare professionals should use clear and simple language, speak slowly, and allow extra time for responses. They should also Communication is essential across all aspects of health and social care, ensuring that people who use services receive safe, person-centred, and high-quality support (NHS England, 2023). 
observe non-verbal cues to assess whether he understands the information being provided. Where language barriers exist, interpreters or translation services should be used to ensure accurate communication (NICE, 2021).

Mr Ahmed’s wife can also support communication between him and healthcare professionals. However, Mr Ahmed must be directly involved in conversations and decisions regarding his care to maintain his independence and dignity (NICE, 2021). This demonstrates the application of person-centred care principles, in which healthcare professionals actively involve Mr Ahmed in decisions about his treatment and support (Health Foundation, 2020).




 Furthermore, effective communication promotes partnership working by encouraging collaboration between professionals, service users, and their families. This approach supports shared decision-making, mutual respect, and coordinated care delivery (HF Online, 2023; Royal Open College, 2023).

The Equality Act 2010 is highly relevant in this context, as it ensures that organisations do not discriminate against individuals based on characteristics such as disability or language differences (UK Government, 2010).
In Mr Ahmed’s case, reasonable adjustments must be made to meet his communication needs. This could include providing information in Bengali or using alternative communication methods such as visual aids or gestures (Equality and Human Rights Commission, 2022). By applying this legislation, healthcare professionals can promote equality, inclusion, and fair access to services.

The Shannon and Weaver model (1949) provides a useful framework for understanding communication. It describes communication as a process in which a sender delivers a message through a channel to a receiver, who then provides feedback.
 In Mr Ahmed’s care, healthcare professionals must ensure that messages are delivered clearly and through appropriate channels. Barriers such as language differences and cognitive impairment may interfere with understanding (Bach and Grant, 2015). Feedback is therefore essential, as it allows professionals to confirm that Mr Ahmed has understood the information. For example, asking him to repeat instructions can help reduce misunderstandings.

Poor communication can have serious consequences in health and social care. Due to the complexity of the UK system, coordination between services often poses challenges (UK Parliament, 2023). Communication barriers may result in patients missing appointments and experiencing delays in receiving treatment (Health Foundation, 2023).
 In Mr Ahmed’s case, a missed domiciliary care visit resulted in him not receiving his medication on time, demonstrating how communication failures can impact patient safety.

Administrative Skills and Record Keeping

Administrative skills are essential in health and social care, as they support safe, effective, and consistent care delivery (NHS England, 2023). Record keeping is a key part of administrative practice and ensures continuity of care. As multiple professionals support Mr Ahmed, accurate records are essential to ensure all team members are aware of his care needs.

Record keeping involves documenting important information, such as medication administration, care plans, risk assessments, and any incidents (Bach and Grant, 2015). In Mr Ahmed’s case, the missed domiciliary care visit highlights the importance of accurate documentation. If staff had accurately recorded this information, other professionals may have identified the issue earlier.
Accurate records allow organisations to investigate incidents and improve practice (Care Quality Commission, 2023).

The Data Protection Act 2018 governs the handling of personal information in health and social care settings (UK Government, 2018). It ensures that personal data is processed lawfully, fairly, and securely. Mr Ahmed’s personal information, including his medical history and communication needs, must remain confidential and only be shared with authorised professionals (Information Commissioner’s Office, 2023).

Key principles of the Act include lawful processing, accuracy, data security, and limited sharing. Accurate records reduce risks, while secure storage protects sensitive information(information commissioner’s office,2023).In practice, records should be clear, factual, and written on timely manner (Care Quality commission,2023) For example, if Mr Ahmed refuses medication, this must be documented accurately.

Accurate record keeping also supports accountability (Nursing and Midwifery Council, 2018). In cases such as the missed visit, records provide evidence for investigation and help improve care quality. Overall, strong administrative skills are essential for maintaining safety and effective communication between professionals.

Multi-Agency Working

Multi-agency working is essential in supporting individuals with complex needs such as Mr Ahmed (NICE, 2021). It involves professionals working collaboratively to provide coordinated, person-centred care. In Mr Ahmed’s case, this includes his GP, district nurse, domiciliary care workers, and speech and language therapist.

Working together ensures continuity of care and reduces risks (NHS England, 2023). Each professional contributes their expertise. The GP manages overall health, the district nurse monitors physical health, care workers assist with daily activities, and the speech therapist supports communication and swallowing (Royal College of Speech and Language Therapists, 2022). Together, they provide holistic care.

Health and social care professionals support effective multi-agency working through team meetings, shared care plans, clear communication, and accurate record keeping (Care Quality Commission, 2023). Digital systems also improve information sharing. Involving Mr Ahmed and his wife ensures care remains person-centred (Health Foundation, 2020).

However, challenges may arise, including poor communication, time constraints, and unclear roles (Bach and Grant, 2015). Language barriers may also affect communication. Health and social care organisations can address these challenges through clear role definition, strong leadership, and appropriate training (NICE, 2021).

In conclusion, communication plays a vital role in ensuring Mr Ahmed receives safe and person-centred care. By adapting communication methods and applying the Equality Act 2010, professionals can effectively support their needs.
Administrative skills, particularly record keeping, ensure continuity of care and support safe practice. The Data Protection Act 2018 requires health and social care organisations to store and manage information securely.
Finally, multi-agency working enables professionals to collaborate and provide holistic care. By improving communication and coordination, healthcare professionals can enhance outcomes and ensure high-quality care for Mr Ahmed.
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