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Mrs Mann Case Study
Communication, Administration, and Collaborative Working in Health and Social Care

Introduction
Effective communication, accurate administration, and collaborative working are essential components of high-quality health and social care practice. These elements ensure that service users receive safe, coordinated, and person-centred care, particularly when multiple professionals and agencies are involved (Skills for Care, 2021; World Health Organization, 2016). This assignment explores these principles within the context of Mrs Mann, a 72-year-old woman recovering from hip replacement surgery who receives domiciliary care support at home. Due to her age, recent hospital discharge, limited English proficiency, and reliance on a multidisciplinary care team, Mrs Mann is vulnerable to risks associated with poor communication and ineffective record keeping (National Institute for Health and Care Excellence, 2015).
The Importance of Effective Communication in Mrs Mann’s Care
Effective communication is fundamental to delivering safe, person-centred care, particularly for service users with complex needs such as Mrs Mann (Skills for Care, 2021). Following her discharge after hip replacement surgery, Mrs Mann relies on coordinated input from domiciliary care workers, her GP, a community physiotherapist, and her family. Clear and accurate communication between all professionals is essential to ensure continuity of care, prevent errors, and support recovery (World Health Organization, 2016). The incident involving inconsistent documentation and delayed medication adjustment highlights the risks associated with ineffective communication within health and social care services.
Mrs Mann’s limited English proficiency makes effective communication especially important. Without appropriate support, she may struggle to understand medication instructions, mobility guidance, or changes to her care plan, increasing the risk of harm. Effective communication also supports dignity and independence and helps professionals identify concerns early, such as pain, reduced mobility, or adverse medication effects (Skills for Care, 2021).
Communicating with Mrs Mann and Her Family
When communicating with Mrs Mann, staff must adopt inclusive and respectful approaches that recognise her language and cultural needs. Under the Equality Act 2010, language barriers may constitute indirect discrimination if reasonable adjustments are not made (Equality Act 2010). The Act promotes equality, dignity, and inclusion and requires services to ensure that Mrs Mann can access information in a way she understands. This may involve using professional interpreters, translated written materials, or visual aids rather than relying solely on her daughter to interpret.
While family involvement can provide emotional support, it is essential to maintain confidentiality and ensure that Mrs Mann’s voice remains central to decision-making. Clear and consistent communication with her daughter, with Mrs Mann’s consent, supports shared understanding and helps prevent misunderstandings regarding medication changes or physiotherapy plans (Health and Care Professions Council, 2022).
Use of Communication Models
The Communication Cycle Model is relevant to Mrs Mann’s care, as it emphasises sending, receiving, and confirming understanding. In practice, carers should check that Mrs Mann has understood information by observing non-verbal cues, asking open-ended questions, and encouraging feedback through an interpreter where necessary (Skills for Care, 2021). Breakdowns in this process can lead to unsafe practice and errors.
The Importance of Good Administrative Skills in Mrs Mann’s Care
Good administrative skills are essential in professional health and social care practice, as they support safe, effective, and coordinated care delivery. Accurate documentation and information sharing reduce the risk of errors and promote continuity of care (NHS England, 2023). In Mrs Mann’s case, poor administrative practice contributed to delayed medication adjustment.
Record Keeping and Data Protection
Record keeping is a core administrative responsibility. Records must be accurate, clear, dated, and completed in a timely manner. The Data Protection Act 2018 provides the legal framework for handling personal and sensitive information and requires data to be processed lawfully, fairly, and securely (Data Protection Act 2018).
The Importance of Collaborative Working
Collaborative working between domiciliary carers, the GP, and the community physiotherapist is essential to support Mrs Mann’s recovery. Effective collaboration allows professionals to share information, recognise changes in condition, and respond appropriately, reducing risks such as falls or delayed recovery (World Health Organization, 2016; National Institute for Health and Care Excellence, 2015).
Conclusion
In conclusion, effective communication, good administrative skills, and collaborative working are vital in ensuring high-quality care for Mrs Mann. Applying legislation, maintaining accurate records, and working together across disciplines promotes safety, dignity, and positive health outcomes (Skills for Care, 2021).
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