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Effective Communication, Administration and Collaborative Working in Health and Social Care

Case Study: Mrs Mann

Introduction 

In health and social care practice, effective communication, accurate administration and collaborative working are essential to maintaining service user safety and promoting positive outcomes. This report examines these key areas through the case of Mrs Mann, a 72-year-old woman recently discharged from hospital following hip replacement surgery. Mrs Mann lives alone and receives domiciliary care support, alongside input from her GP and a community physiotherapist. Her first language is Urdu, and she has limited English, which increases the importance of clear, adapted communication. Recent concerns relating to inconsistent documentation and a breakdown in communication, resulting in a delayed medication adjustment, highlight how weaknesses in professional practice can place service users at risk. By reflecting on this case, the report explores how effective communication, good administrative skills and collaborative working can improve care quality, reduce avoidable errors and support person-centred practice, while meeting legal and professional responsibilities (NICE, 2023).

1. Importance of Effective Communication in Mrs Mann’s Care 

Effective communication plays a central role in ensuring that service users feel informed, respected and safe within health and social care services. In Mrs Mann’s situation, her limited English significantly increases the risk of misunderstanding important information about her medication, mobility support and recovery process. If communication is not adapted to her needs, there is a risk that she may feel confused or excluded from decisions about her own care, which can reduce confidence and negatively affect her rehabilitation (RCN, 2021).

The Equality Act 2010 requires care providers to make reasonable adjustments to ensure individuals are not disadvantaged due to communication or language barriers. In practice, this means recognising that providing the same information in the same way for every service user is not always equitable. For Mrs Mann, reasonable adjustments could include professional interpreting services, simplified language, visual prompts or written information in an accessible format (Equality Act, 2010). Reflecting on this case highlights how failing to adapt communication may unintentionally lead to inequality in care delivery.

Although Mrs Mann’s daughter frequently assists with interpretation, relying solely on family members can create challenges. Information may be unintentionally altered, misunderstood or filtered, particularly when discussing medication or clinical risks. From a professional perspective, this raise concerns around consent, confidentiality and accuracy. Using trained interpreters supports Mrs Mann’s right to autonomy and ensures she is fully involved in decisions about her care (NHS England, 2022).

The Transactional Model of Communication is particularly relevant, as it views communication as a continuous, two-way process influenced by cultural background, health status and environment (Steinberg, 2007). Applying this model encourages professionals to actively check understanding rather than assuming information has been received. Reflecting on the delayed medication adjustment, it becomes clear that a lack of feedback and confirmation contributed to the breakdown in communication. This demonstrates how small communication failures can have significant consequences for service user safety (CQC, 2023).


2. Importance of Good Administrative Skills in Professional Practice.

Good administrative practice underpins safe and effective care by ensuring accurate information is available to all professionals involved. In Mrs Mann’s case, inconsistent documentation contributed to a missed communication and delayed medication adjustment, highlighting how administrative errors can directly impact service user wellbeing. This example demonstrates that record-keeping is not merely a clerical task, but a key professional responsibility (NHS England, 2022).

Clear, accurate and timely records support continuity of care, particularly when multiple agencies are involved. Mrs Mann’s care requires coordination between care workers, her GP and a physiotherapist. When records are incomplete or unclear, professionals may be forced to rely on assumptions, increasing the risk of error. Reflecting on this situation emphasises the importance of shared understanding and accountability within care teams.

The Data Protection Act 2018 provides the legal framework for handling personal and sensitive information. Health records are classed as special category data and must be processed lawfully, securely and transparently (Data Protection Act, 2018). In practice, this means ensuring that Mrs Mann’s information is only accessed by authorised individuals and shared appropriately to support her care.

The Caldicott Principles further reinforce the need to balance information sharing with confidentiality, particularly where family members are involved (Department of Health, 2013). Reflecting on this case highlights the importance of gaining consent and documenting decisions clearly. Improving administrative systems, such as standardised care notes and structured handovers, would reduce the likelihood of similar incidents occurring in the future and support safer, more consistent care (CQC, 2023).

3. Importance of Collaborative Working with Other Professionals 

Collaborative working is essential when supporting service users with complex needs, such as Mrs Mann following surgery. Her recovery relies on coordinated input from care workers, her GP and a community physiotherapist, each bringing different skills and perspectives. When professionals communicate effectively and share responsibility, care becomes more holistic and responsive.

Multi-disciplinary team (MDT) working supports joint planning, shared decision-making and clearer role boundaries. In Mrs Mann’s case, improved collaboration could ensure that changes to medication, mobility progress and care plans are communicated consistently across services. Reflecting on the communication breakdown that occurred, it becomes evident that stronger MDT systems may have prevented the delay in treatment.

Common barriers to effective collaboration include time pressures, inconsistent documentation and unclear communication pathways. These challenges can be addressed through agreed protocols, regular updates and structured communication tools such as SBAR. Reflective practice encourages professionals to consider how their individual actions contribute to team effectiveness and service user outcomes. Improved collaboration ultimately reduces risk, enhances safety and promotes a more person-centred approach to care (NICE, 2023).






Conclusion 

This report has demonstrated how effective communication, good administrative skills and collaborative working are essential to safe and person-centred care. Reflecting on Mrs Mann’s experience highlights how communication barriers, if not addressed, can lead to misunderstandings and increased risk. Adapting communication in line with the Equality Act 2010 supports inclusion and dignity, while accurate record-keeping, guided by the Data Protection Act 2018 and Caldicott Principles, promotes safety and accountability. Furthermore, effective collaborative working ensures that professionals share information, manage risks and support recovery more effectively. Overall, this case demonstrates that reflective, well-coordinated practice not only meets legal and professional standards but also significantly improves service user experience and outcomes.
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