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Case Study:
[bookmark: _Toc216632381]Introduction
In person centered care, individuals are recognized as knowledgeable authorities in their own lives. Rather than focusing solely on service delivery, emphasis is placed on developing a thorough understanding of each person’s specific needs, preferences, and life aspirations, so that the support provided is personalized and responsive to the individual (Nellie,2023). In Mrs. Mann’s situation, a complex and clinically sensitive care context is shaped by several individual factors. These include a recent discharge from hospital, limited proficiency in English with Urdu as the primary language, dependence on domiciliary care services, involvement of community physiotherapy, ongoing monitoring by her GP, and support from family members. Inconsistencies in documentation and gaps in communication, which resulted in delayed medication adjustments, demonstrate how relatively minor process failures can have a substantial impact on patient safety, clinical outcomes, and overall care experience. Priority is given to Mrs. Mann’s needs, choices, and overall wellbeing rather than to the operational requirements of the service. It is essential that staff are equipped with the skills to support and balance patients’ needs and expectations, while flexibility is maintained and individuals are enabled to make informed decisions about their own care (PCCA,2025).
[bookmark: _Toc216632382]Effective Communication in Mrs. Mann’s Care
People naturally seek interaction with others and communicate in diverse ways throughout everyday life. Individuals take on distinct roles depending on the context of each exchange. Regardless of the situation, successful interactions depend on clear and effective communication, which supports mutual understanding and connection (Stevenson University Online,2025). Developing and sustaining meaningful, authentic relationships requires several communication skills, particularly the ability to interpret nonverbal cues such as body language and to practice active, attentive listening (Stevenson University Online,2025). For Mrs. Mann, whose first language is Urdu and who has limited ability to communicate in English, providing equal access to healthcare information is both a clinical priority and a legal requirement under the Equality Act 2010 (Gov.uk, 2020). This legislation identifies disability as a protected characteristic and places a duty on services to implement reasonable adjustments to minimize obstacles to care. Such measures may include arranging qualified interpreters, offering translated written resources, using visual aids, and allowing additional time for appointments to ensure understanding and informed involvement in care decisions (NHS England, 2020).
[bookmark: _Hlk216552562]Lasswell’s Model provides a clear and organized framework for exploring how communication operates. It examines the individual delivering the message, the content being shared, the medium through which it is conveyed, the intended recipients, and the resulting impact. By identifying these five key components, the model is widely used to evaluate and interpret communication processes across different settings (Lasswell, 1948). Information exchange between care staff, the GP, and the physiotherapist can be strengthened and standardized by the Lasswell’s framework, which organizes communication into situation, background, assessment, and recommendation (Wikipedia, 2025). This structured method promotes clear, accurate, and efficient handovers between professionals (Osmosis, 2025). Additionally, implementing accessible information approaches such as providing translated documents, using visual cues, and applying the teach-back method can improve Mrs. Mann’s comprehension and support her engagement with and adherence to her care plan (Care Learning, 2024).
[bookmark: _Toc216632383]Administrative Skills & Record Keeping
High-quality care in health and social care settings is strongly supported by effective communication, as safe, respectful, and person-centered support is promoted across environments such as care homes, hospitals, and individuals’ own homes. The ways in which information is exchanged through speaking, listening, and interpreting have a direct influence on care outcomes, as trust is built, essential information is accurately shared, and effective collaboration among professionals is encouraged. When communication is not carried out effectively, the likelihood of errors is increased, and individuals may feel overlooked or misunderstood. Gaining an understanding of the importance of communication, the various methods through which it is delivered, and the ways in which these skills can be enhanced are essential for improving practice and supporting professional development (Gov.uk, 2025). Safe and efficient care is underpinned by effective administrative practices. In domiciliary and community settings, continuity of care is supported, clinical decisions are informed, and accountability is ensured through the maintenance of accurate records. In Mrs. Mann’s case, safety was compromised due to inconsistent documentation and a missed medication update, highlighting the risks associated with poor record-keeping. Records should be made contemporaneously, kept clear and precise, and maintained according to standardized procedures. Each entry should document the date and time, the author and their role, actions carried out, communications with other professionals, and the outcomes achieved. Under the Data Protection Act 2018, the handling of personal data is governed by principles such as lawfulness, fairness, and transparency; purpose limitation; data minimization; accuracy; storage limitation; integrity and confidentiality; and accountability (Gov.uk, 2023).
In accordance with the Care Act 2014, this document has been designated as statutory guidance, which must be considered by local authorities, NHS trusts, and NHS foundation trusts in England, with deviations permitted only when justified (Gov.uk, 2014). Compliance with this guidance by these organizations, as well as by other health and social care providers, including independent primary care contractors and private or voluntary organization’s delivery services under ensured, and it also assists commissioning bodies in meeting their legal obligations under the Health and Social Care Act 2012, particularly in promoting research activities (Gov.uk, 2012). The policy framework is maintained by the Health Research Authority in conjunction with the Devolved Administrations, with updates issued regularly to ensure references remain current and revisions made in response to significant developments, such as modifications to clinical trial regulations, or at intervals agreed upon by the HRA and Devolved Administrations (HRA,2025). Further, it is required under the Caldicott Principles that personal data is used solely for its legitimate purpose, shared only to the minimum necessary extent, and accessed strictly on a need-to-know basis. Staff are expected to be made aware of their responsibilities, legal requirements must be adhered to, the duty to share information must be balanced with the obligation to maintain confidentiality, and patients must be kept informed in a transparent manner (Gov.uk, 2020).
[bookmark: _Toc216632384]Collaborative Working
Mrs. Mann’s recovery will be supported through a collaborative approach, involving her GP overseeing her medical care and medications, a community physiotherapist guiding her rehabilitation, and domiciliary care staff assisting with everyday needs. Numerous benefits are gained by organizations and team members through collaboration. Productivity in jobs is often enhanced by individuals who engage in project collaboration or lead cooperative teams, and lower turnover rates are typically observed in businesses. The ability to work collaboratively is considered a valuable skill in any industry, and success in this area can foster long-term career advancement. (Indeed,2025). Successful collaboration is supported by agreed goals, clearly defined roles, structured communication processes, and shared accountability. Coordinated care plans are implemented, scheduled multidisciplinary meetings are held, SBAR-based handovers are used, and continuous feedback systems are maintained. Potential challenges are addressed using trained interpreters, the provision of multilingual resources, the application of teach-back techniques, the use of shared electronic records, and the implementation of clear escalation procedures (Osmosis, 2025; Wikipedia, 2025). This element focuses on the outcome of communication and the way it influences the audience. It assesses whether the message was accurately received, whether it affected attitudes, or whether it encouraged actions. For example, a public awareness campaign promoting seatbelt use seeks to educate individuals and support safer driving behaviors. Challenges in partnership working can be mitigated through a range of strategies that strengthen collaborative practice. Clear and consistent communication should be promoted through agreed channels and guidelines to ensure all stakeholders remain informed and actively involved, with routine meetings supporting openness and professional rapport.
[bookmark: _Toc216632385]Conclusion
In Mrs. Mann’s case, the importance of communication, administration, and collaboration is demonstrated as key foundations of safe community care. Communication is required to be fair and well structured, in accordance with the Equality Act 2010, using professional interpreters, teach-back techniques, and structured tools such as Lasswell’s, in order to reduce misunderstandings and support adherence. Robust administrative practices, guided by the Data Protection Act 2018 and the Caldicott Principles, are used to ensure accurate, timely, and confidential documentation that informs clinical decision-making and minimizes procedural errors. Clearly specified roles and duties help to minimize duplication and service gaps, enabling each organization to understand its individual contribution. Establishing a shared vision with mutually agreed objectives further aligns efforts and motivates partners to work collectively. Additionally, the application of structured collaborative models, such as Kantar’s Organizational Practice Model, can assist organizations in identifying obstacles, improving coordination, and reinforcing effective partnership working (Kantar, 2025).
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