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Introduction 
Active care delivery in health and social care settings depends on clear communication, true administrative follows, and collaborative working between professionals (Nursing and Midwifery Council, 2018). These elements are essential when supporting individuals with complex needs requiring coordinated and person-centred care (Department of Health and Social Care, 2014). This report focuses on the case of Mr Ahmed, a 68 year-old man recovering from a stroke, who is receiving domiciliary care resulting hospital discharge. His care needs are complex due to physical impairments, communication difficulties (Public Health England, 2021). He is supported by a multidisciplinary team including a general practitioner, district nurse, speech and language therapist, and care workers.
A recent missed care visit, resulting in delayed medication, the risks associated with ineffective communication and poor administrative systems (NHS England, 2022). The importance of effective communication, administrative skills, collaborative working in ensuring safe care delivery, drawing on legislation such as the Equality Act 2010, the Care Act 2014 and others.
1. Importance of Effective Communication (with Berlo’s Model)
Effective communication is essential for delivering safe and person-centred care, particularly for individuals with complex communication needs such as Mr Ahmed (Nursing and Midwifery Council, 2018). Following a stroke, individuals may experience speech, language, and cognitive impairments, which can affect their ability to understand and express information (Public Health England, 2021). In addition, his limited English skills increase the risk of miscommunication, reduced engagement, and potential harm (NHS England, 2016).
To address these barriers, communication must be adapted using strategies such as simple language, visual aids, and professional interpreters (NHS England, 2016). Although family members may support communication, it is essential that professionals communicate directly with Mr Ahmed to maintain autonomy and dignity (Mental Capacity Act, 2005). This aligns with the Equality Act 2010, which requires reasonable adjustments to ensure individuals are not disadvantaged due to protected characteristics (Equality Act, 2010). Failure to provide appropriate communication support may result in indirect discrimination and unequal access to care (GOV.UK, 2010).
Berlo’s Model of Communication (Source, Message, Channel, Receiver) provides a useful framework for understanding communication in this situation. (Communication Models - Berlo's SMCR Model, n.d.) The cause refers to the healthcare professional, whose communication aids, knowledge, and attitudes influence how information is delivered. In his case, professionals must demonstrate cultural competence and adapt communication style appropriately. The message must be clear, simple, and free from complex medical terminology to ensure understanding. The channel refers to the method of communication, such as verbal explanation, written information, or visual aids; for Mr Ahmed, using interpreters and non-verbal communication methods is essential. Finally, the receiver is him, whose ability to understand the message is influenced by his language skills, cognitive ability, and health condition. Surch, the use of complex medical language or lack of interpreter services may result in misunderstanding, increasing the risk of medication errors or non-adherence. This is particularly relevant in the context of the missed care visit, where poor communication between professionals may have contributed to the incident (NHS England, 2022).
Communication theory further highlights barriers. (Barriers to Effective Communication in Health and Social Care, 2024) The Shannon and Weaver model explains how “noise” can interfere with message transmission. (Gillespie & Schiffman, 2018, pp. 216-225) In this case, noise may include language differences, medical terminology, and stroke-related cognitive impairment (Public Health England, 2021). Healthcare professionals must minimise these barriers by repeating, clarifying, and using the teach-back method to confirm understanding (Nursing and Midwifery Council, 2018).
The Mental Capacity Act 2005 provides a framework for assessing decision-making ability, which may be affected following a stroke (Mental Capacity Act, 2005). Professionals must assess capacity appropriately and act in the individual’s best interests where required (Department of Health and Social Care, 2014).

2. Importance of Good Administrative Skills 
Good administrative skills are essential for ensuring safe and responsible care delivery (Nursing and Midwifery Council, 2018). In his case, the missed domiciliary visit highlights failures in scheduling systems, documentation, and communication processes, which can lead to serious harm such as missed medication (NHS England, 2022).
Accurate record keeping is a fundamental professional requirement, as outlined by the Nursing and Midwifery Council (2018), which states that records must be clear, accurate, and completed promptly. Documentation should include details of care provided, medication administration, and any missed visits. In this context, accurate records would enable professionals to identify missed care promptly and take corrective action (Department of Health and Social Care, 2014). Poor record keeping increases the risk of errors, duplication, and compromised patient safety (NHS England, 2022).
The Data Protection Act 2018 and UK General Data Protection Regulation (UK GDPR) govern how personal data must be handled, ensuring information is processed lawfully, securely, and confidentially (Information Commissioner’s Office, 2023). Key principles include accuracy, data minimisation, and accountability. In Mr Ahmed’s case, maintaining accurate and secure records ensures that professionals can access reliable information while protecting sensitive personal data (ICO, 2023).
The Care Act 2014 emphasises safeguarding and promoting individual well-being, requiring services to identify and respond to risks effectively (Care Act, 2014). Additionally, the Health and Social Care Act 2008 (Regulated Activities Regulations 2014) requires providers to maintain accurate records and deliver safe care (Department of Health and Social Care, 2014).
The missed care visit should be formally recorded through incident reporting systems, in line with the NHS Patient Safety Strategy (NHS England, 2022). This supports organisational learning, improves service quality, and reduces the likelihood of repeated errors.
Digital systems, such as electronic care records and scheduling tools, can improve coordination and reduce administrative errors (NHS England, 2022). Regular audits and supervision also ensure compliance with policies and procedures. Overall, strong administrative practices reduce risks, improve accountability, and ensure legal compliance within health and social care (Nursing and Midwifery Council, 2018).
3. Importance of Collaborative Working
Collaborative working is essential for delivering holistic, coordinated care for individuals with complex needs, such as Mr Ahmed (Department of Health and Social Care, 2012). His care involves multiple professionals, including a GP, district nurse, speech and language therapist, and domiciliary care workers. Effective collaboration ensures that all aspects of his physical, emotional, and communication needs are addressed (Care Act, 2014).
Multidisciplinary team (MDT) meetings enable professionals to share information, review care plans, and coordinate interventions (NHS England, 2022). Shared care records further support continuity of care by ensuring that all professionals have access to accurate and up-to-date information. This is particularly important in Mr Ahmed’s case, where communication barriers may limit his ability to share information independently (NHS England, 2016).
Clear roles and responsibilities are essential to avoid duplication and ensure efficiency. (Care and support statutory guidance, 2023) For example, the district nurse monitors physical health, while the speech and language therapist supports communication and swallowing difficulties (Public Health England, 2021). This coordinated approach improves patient outcomes and enhances safety (Martins et al., 2023)
However, challenges such as communication breakdowns, time constraints, and differing professional perspectives may affect collaborative working (NHS England, 2022). The missed care visit may reflect such issues. Strategies to overcome these challenges include clear communication protocols, effective leadership, and the use of digital systems to support coordination (Department of Health and Social Care, 2012).
The Care Act 2014 promotes integrated working between health and social care services, ensuring that care is coordinated and person-centred (Care Act, 2014). Involving Mr Ahmed and his family in decision-making further supports this approach. Overall, collaborative working improves care quality, reduces risks, and supports positive health outcomes.











Conclusion 
This case study emphasises the importance of effective communication, strong administrative practices, and collaborative working in health and social care (Nursing and Midwifery Council, 2018). Communication must be adapted to meet individual needs, particularly where language barriers and cognitive impairments exist, in line with the Equality Act 2010 and the Accessible Information Standard (NHS England, 2016). Administrative competence, including accurate record-keeping and compliance with the Data Protection Act 2018 and the UK GDPR, is essential to ensure patient safety, confidentiality, and accountability (ICO, 2023).
The missed care visit demonstrates how failures in communication and administrative systems can pose significant risks, emphasising the importance of robust procedures and incident reporting (NHS England, 2022). Collaborative working between professionals ensures a coordinated and holistic approach to care, supported by legislation such as the Care Act 2014. Overall, integrating these elements promotes safe, effective, and person-centred care, improving outcomes and maintaining dignity and independence.
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