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Introduction
Mrs Mann is a 72-year-old woman who recently had a hip replacement surgery and has now been discharged from the hospital. She lives alone at home and is visited by domiciliary care agency carers twice a day. Mrs Mann has a daughter that lives nearby, who often interprets for Mrs Mann as her first language is Urdu. The care team stay in touch with her GP and physiotherapist who visits twice a week, to support her recovery. Recently there was concerns raised about a delayed medication adjustment, due to lack of communication and inconsistent documentation. This incident is now under review. This incident shows us the importance of record keeping and effective communication during collaborative work and how it can affect a patient. This also shows us the importance of having legislations and policies in place and following them effectively to deliver the best outcome for patients and to avoid causing further complications.
Effective communication 
Effective communication is vital in health and social care settings. Without effective communication it is impossible to carry out safe, person-centred care. Especially for Mrs Mann, whose first language isn’t English and relies on other for to speak on her behalf and translate for her. Poor communication can lead to further complications, wrong medication or support being given and can leave the patient feeling disempowered.
The Equality act 2010 states that all care providers have a legal duty to accommodate to patients personal protected characteristics such as old age or language barriers. (Government Communication Service, 2025) In this case this would mean ensuring Mrs Mann has an interpreter, either her daughter or a professional. Ensuring she receives all the right information and support in her language, including any information leaflets. And she can communicate any decisions she wants to make. 
A commonly used effective plan called SBAR is often used in healthcare. This stands for Situation, Background, Assessment and Recommendation. This is used to ensure effective communication during handovers and working with many organisations or teams. This helps communication be delivered clearly and avoid any risk or complications. (NHS England, 2017)
In this incident SBAR could be used when Mrs Manns physiotherapist visits and can use SBAR to give the care workers a brief. For example. Situation – Mrs Mann has had a recent hip surgery and is currently undergoing physiotherapy for her recovery. Background- She is 72 years old, English isn’t her first language, therefore needs an interpreter or her daughter present to interpret and she lives alone. Assessment – She is recovering, and her mobility is improving however she still feels pain and her documents are inconsistent. Recommendation – Her pain needs to be assessed daily, her care documents and plan need to be updated more often and any concerns should be passed on to her GP. Page 2

Research shows that SBAR helps improve effective communication and reduces any misunderstandings. (Choi & Chang, 2023)
Due to Mrs Manns protected characteristics and the help she requires due to them. The care workers should be going above and beyond to ensure she is receiving all the right information and help during their visits. For example, providing any information in her language, and providing any written materials in her language too. The care workers should also record any adjustments they make and make the whole team, who also provide any care for Mrs Mann aware of her special arrangements and adjustments. Not only is this a legal requirement but also helps Mrs Mann feel more empowered, safe and cared for.
 Administrative skills
Good administrative skills and record keeping are one of the most important things in healthcare. Without good administrative skills there are many complications that can take place such as lack of support, wrong medication being given and the GP receiving the wrong information. For Mrs Mann the lack of documentation and record keeping resulted in her not receiving her medication on time and therefore delaying her healing process. 
Accurate documentation with the correct dates and times is extremely vital in health and social care settings to maintain the safety of patients, ensure person centred care and support any decisions made for the patients care. The NHS Records Management Policy outlines the importance of managing health records in line with legal and professional obligations, ensuring that any information is recorded, managed and reserved so that its authenticity remains. (NHS England, 2025) The records management code of practice also outlines that all records created must be stored, maintained and kept in the right way in accordance with the data protection requirements. (NHS England Digital, 2025)
Data protection Act 2018
The data protection Act 2018 outlines how personal and health data must be handled and maintained in the UK. (UK Parliament, 2018) Under this act there are many key principles outlined. This includes Lawfulness, fairness, purpose limitation, data minimisation, accuracy, storage limitation, integrity, and confidentiality. (Chartered Society of Physiotherapy, 2021)
In Mrs Manns incident these key principles should’ve been used. Lawful and fairness, Mrs Mann’s information should only be used for legitimate healthcare purposes. Purpose limitations, her data should only be collected and used for her healthcare plan and communication and nothing unrelated. Data limitation, her data and information should only be recorded to meet her care needs and deliver person centred care. Accuracy, her care plan should be updated often with the right dates, times and information and should be followed up on and updated. Storage limitations, her data shouldn’t be kept longer than necessary. Integrity and confidentiality, Correct security measures should be put in place to protect Mrs Mann’s data from being lost or accessed by anyone else.Page 3

Consequences of Mrs Mann’s incident
The care workers should’ve regularly updated Mrs Mann’s documents after each visit, managing and storing them in the correct manner and in accordance with the data protection act, and should have updated her GP of what she was going through, to have stopped her medication needs not being met. The delayed medication incident shows that the care workers were not using important structures such as SBAR and must be trained better and improve their skills to refrain from letting this happen again. 
Collaborative work with other professionals
Collaborative work is essential and very important in Mrs Manns care, as any mistake can lead to major consequences in Mrs Mann’s care and recovery. Her GP, physiotherapist and care workers must work hand in hand to ensure she receives all the right care and isn’t lacking anything. Effective communication during collaborative work reduces the chances of important information being missed out and improves healthcare outcomes.
Methods to encourage effective collaboration
Mrs Mann’s GP, physiotherapist and care workers should be having regular meetings and using effective tools like SBAR to share information and work together for the best healthcare plan and outcome for Mrs Mann.
The GP, physiotherapist and care workers should have a shared care plan where they can regularly update information, share targets and highlight any problems. This should all be done in accordance with the data protection act. The NHS national guidance under ther National Partnership Agreement states that when working collaboratively, information sharing agreements must protect confidentiality. (NHS England, 2024)
Common challenges for collaborative work
Different agencies may use different IT systems, making collaborative work and data exchange more difficult. Collaborative care systems should work together and agree on one secure channel to share and update data. According to research by the NHS England report, technology that isolates information from other systems makes it difficult to ensure effective collaborative work. (NHS England, 2023)Page 4

Staffing pressure, lack of resources and limited time for coordination are also a big challenge for collaborative work. Having a lead coordinator to manage the case will help facilitate effective communication between the agencies and organisations.
By using structured communication and effectively collaborating, Mrs Mann’s care team can reduce errors and complications to ensure she is receiving the right person-centred care. 
Conclusion
In conclusion, Mrs Mann’s incident shows how poor communication and effective administrative processes can affect someone’s health outcomes. This incident also highlights how dangerous it can be to someone’s health, for example the delaying of Mrs Manns medication could have caused further risk and complications resulting in her not recovering or feeling worse. Effective communication and data protection according to the equality act 2010 and Data protection act 2018 will ensure Mrs Mann’s needs are met and will avoid any misunderstandings. Moreover, Mrs Mann’s team must work together in close collaboration ensuring they are documenting any updates and changes, making decisions together and using structured communication tools such as SBAR to empower Mrs Mann and support her recovery. Working on these areas and providing training to the team on how to improve will help prevent these mistakes being made in the future and promote person centred care.
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