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Mr Ahmed, a 68-year-old gentleman and his wife live in a ground floor building. He has recently suffered from stroke and has English as his second language, as he speaks Bengali. He has been discharged from the hospital, and his wife acts a bilingual for him when he has care workers come to his home. He has been set up a care team which consists of a GP, a district nurse, speech and language therapist and the care workers. Recently a concern was raised by Mr Ahmeds family that the care agency missed a visit which resulted in a missed dose of medication. This concern is under investigation, and we will discuss how communication, record keeping and professionalism play a vital role in providing care for the vulnerable and elderly. This report also includes one communication model; Berlows and how it is used in Mr Ahmeds case.
[bookmark: _Toc223603668]Section1: Effective Communication.
In order to receive best care communication plays a crucial role in a patient and carer setting. The patient should be able to inform the doctor, or the carer of how he is feeling. The care givers need to be empathetic to their patients especially to those who have English as their second language, hence give extra support. All members of staff who are providing health care services should treat everyone equally and respectfully. They cannot discriminate because of their age, gender, or ethnicity. According to the Equality Act 2010 all health care professionals should provide equal treatment to all their patients. (The Act applies to all organisations that provide a service to the public or a section of the public (service providers) (Government Equalities Office,2010)
  All medical professionals are taught to be considerate and fair in their daily lives. The Equality Act 2010 protects people from any kind of discrimination in work lives or in a social setup. (GOV.UK;2013)
Professionals all over UK are urged to follow strict measures of communication in their performance at work. A few examples are Berlo Model of communication (1960) and the other one is Shannon and Weavers (1948) Model of Communication.
I will be discussing the Berlo model of communication which is the Sender-Message-Channel-Receiver (SMCR).
The Source is sending the message for a channel to the receiver who identifies it.
In Mr Ahmed’s situation the source is the caregiver. He must have good and clear communication skills to give instructions to his patients. The social system and the culture can affect the message as well. The cultural language is a barrier in Mr Ahmeds case. Message is the substance, which is delivered by the source via voice, action. The element would be checking his heartbeat or pulse rate. The channel is the medium which is used to send the message. In this specific situation the channel is Mr Ahmed’s wife. The care giver gives the instructions and Mrs Ahmed; describes it to Mr Ahmed. The nonverbal actions are a channel as well. For example, changing the dressing of the patient’s wound. The receiver is Mr Ahmed. He gets the message through listening to his wife and follows instructions. 
Berlow’s SMCR Model of Communication has been highly effective. It outlines basic framework of the process of communication. Each component plays a distinct role in the process of transmitting information from one person (or entity) to another. (Das, 2023)
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Record keeping is a vital tool which is required to be in practice to establish a safe care network. Confidentiality is particularly important to ensure the continuity of care. All the records should be regularly updated so the right treatment is received. (HCPC, 2024) As a practicing health care professional, it is important to practice the (CLDC) which is described as (The Common Law Duty of Confidentiality).The principles are intended to apply to all data collected for the provision of health and social care services where patients and service users can be identified and would expect that it will be kept private. (UK Government, 2020) According to these, eight principals are used to keep confidentiality of the patients. These include justifying the use of information, using it only when it is necessary. The person who can access the information must be aware that they must protect the confidentiality. They should adhere to the law and know their responsibility of protecting the information. Also, they need to make the patient aware how their particular information will be used.
According to the Data Protection act 2018 all personal information should be processed fairly. There are six fundamental data protections.
 All the procedures must be carefully followed.
Data must be collected for the specific purpose which was set.
All data should be relevant.
Accuracy should be kept in mind while storing data.
Data should be stored only as long as necessary and should be analysed how long to retain it.
There should be technical measures in place to maintain the security and storage of data. (Legislation.gov.uk, 2018)
 Similarly, there are 7 Key principals of GDPRin Article 5
Lawfulness, fairness, and transparency.
Purpose limitation
 Data minimisation
 Accuracy 
Storage limitation
 Integrity and confidentiality (security) Accountability
 These principles are set out at the very beginning of the legislation and are the building blocks for the rest of it. (The 7 Key Principles of GDPR · PrivacyTerms.io, 2020)

A Health and Care Act 2022 was passed as well to combine NHS. The Act formally merges NHS England and NHS Improvement and gives the secretary of state a range of powers of direction over the national NHS bodies and local systems and trusts. (NHS Providers, 2022)
In addition to that if we look at Care Act 2014, there should be Safeguarding Adult Board to protect the rights and confidentiality of the individuals. The objective of a SAB is to help and protect adults in its area in cases of the kind described in section 42(1). (GOV.uk, 2014)
The principals of empowerment, protection, prevention, proportionality, partnership, and accountability should always be put into consideration. Burton-Hughes, L. (2017) 
Mr Ahmeds team was strongly practicing all the principals so that his condition and treatment were kept confidentially and only shared with participating team members.
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Working together is a particularly important tool which needs to be practiced by health care professionals when providing care to individuals. There is usually a care team built which consists of a GP, a District Nurse, Speech and Language therapist and a domiciliary care worker. Sometimes a translator is also involved to give care to patients who have English as a second language. Multi Agency Meetings combine different Health and Social care professionals to address the complex needs of particular patients. This includes:
Collaboration for Complex Needs
Enhanced Communication 
Structured Care Planning 
Improved Outcomes
(Care Learning, 2024) 
These agencies bring together professional care givers from different sectors such as doctors, nurses, and experienced caregivers. In Mr Ahmeds case, the carer was recording all the medication timing. Multi Agency Meetings are a particularly important part of health and social care. They bring together professionals from different fields so that the outcomes are beneficial.
When working as a team diversity should also be kept in mind. Diversity in health and social care means respecting different ethnicities, faith, sexuality, and economic background. All definitions share three common principles.
· Everyone is different.
· Differences should be recognised.
· Differences should be celebrated.
(Goby and Hiba, 2023) 
 Every member of our society deserves the same treatment and care. The equality act 2010 clearly states each individuals rights.
[bookmark: _Toc223603671]Section4: Conclusion.
To conclude we should understand the role of everyone who is an important constituent of the care team. Effective communication is particularly important when you are giving care. Health professionals are highly trained to treat all patients equally no matter what is their race, gender, and socioeconomic setup. They are strictly told to follow the Equality Act of 2010. This means to communicate specific skills such as kindness and empathy. Like in Mr Ahmed’s case the doctors and nurses had his wife involved to communicate the message as he had English as a second language. Special training and guidance are given to keep patient confidentiality in storing their records. Health care teams are urged to use the Data Protection Act 2018 so all patients’ records can be updated and stored so they can receive the best treatment.
The care team need to work in strong collaboration as well in the Multi Agency Meetings. All of them need to work together following a good code of conduct and principals so that the best patient care can be practiced.
In Mr Ahmeds situation there was good record keeping in which the carer recorded each time they visited him daily. However, there was not a record of one visit which resulted in Mr Ahmed missing his one dose of medication. This gave carer the exact information that last night Mr Ahmed did not receive his dose, so she acted accordingly.
All health professionals should follow these simple rules to ensure an excellent care service.
and to set an example for other care workers.
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