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Effective communication, sound management, and teamwork are fundamental to providing safe, high-quality care to people using health and social care services (Glasby, 2026). These aspects became even more critical when a patient has complex needs such as advanced age, dementia, and reliance on others for daily care. Mrs. Thompson's case illustrates how minor lapses in communication and monitoring can put her health and safety at risk; a two-day gap in medication exacerbated the confusion caused by her dementia, while the fact that she left home without appropriate clothing highlighted the need for more effective monitoring. This report examines the importance of communication, accurate record- keeping, and professional information- sharing, linking these factors to UK legislation and policies in government health and social care services. 
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Mrs. Thompson's mild dementia presents communication challenges that require professionals to adapt the way information is shared. Using clear, simple and respectful communication helps her understand important information and participate in decisions about her care. It is important to use simple language, short sentences, eye contact, and a calm tone of voice. Professionals should frequently verify that she has understood the information and allow her sufficient time to respond. 
Furthermore, it is essential to create a calm, distraction-free environment during conversation, avoiding excessive noise or sudden movements, as this helps Mrs Thompson maintain focus and feel more secure. Using gentle gestures and referencing familiar memories or routines also facilitates connection and understanding. We must always value what she says and demonstrate patience and respect, as this strengthens her self-esteem and sense of being heard- an essential pillar of truly person-centred care.
 Communicate with her, also involving family members, provided there is consent or a legal basis for doing so. The family can provide valuable information regarding habits, behavioural changes, and difficulties related to medication. Good communication between professionals menbers and family members enables the faster identification of risks and the improvement of the care plan. The Equality Act 2010 mandates that all individuals be treated equally and without discrimination. Age and disability, including dementia, are characteristics protected under the legislation (Equality Act 2010). Consequently, professionals have a duty to adapt their communication style to Mrs Thompson's abilities, ensuring she understands the information and participates in decisions regarding her case. One communication model that can be used is Argyle's communication cycle (Argyle, 1972). This model explains that communication involves more than just transmitting information: the sender transmits a message, the receiver interprets that message, and provides feedback. If there is a breakdown in understanding, the communication must be adjusted until both parties share a correct understanding. In Mrs. Thompson's case, this model can be applied when a caregiver explains how to take her medication. After providing the information, the professional should ask the patient to repeat the instructions or demonstrate how she will take the medication. If any doubts arise, the explanation should be repeated in simple terms. Effective communication reduces errors, boosts the patient's confidence, and improves the quality of care. Furthermore, it allows for the rapid identification of changes in health status and promotes person-centred decision-making.
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Effective administration is fundamental to ensuring the continuity and safety of the care provided. In Mrs Thompson's case, the fact that she missed two days of medication was correctly recorded through the institution's incident reporting system. This record enabled a request for a medication review, helping other professionals understand the situation and make appropriate decisions. The record must be clean, objective, accurate, and frequently updated. They should include only information, whether observed or communicated, while avoiding personal opinions. Proper documentation facilitates communication among all professionals involved in the care. The literature also supports this. Blair and Smith (2012) state that clean and accurate nursing documentation improves communication between professionals, supports clinical decision-making, and contributes to patient safety. Similarly, the Nursing and Midwifery Council (2018) establishes that records must be complete, accurate, and made as soon as possible after care is provided. In Mrs Thompson's case, adequate documentation allowed the team to identify the medication-related incident, facilitate a timely response and reduce the risk of future errors. In addition to this legislation, the UK GDPR reinforces principles such as confidentiality, integrity, data accuracy, and the limitation of access to personal information. Another important policy is the Care Act 2014, which highlights the importance of protecting vulnerable adults and fostering cooperation between different services to prevent neglect or abuse. In this instance, Mrs Thompson leaving without appropriate clothing during cold weather posed a potential risk to her health and safety. Therefore, all events must be properly recorded to allow for a thorough investigation and the implementation of preventive measures. Good administration improves continuity of care, reduces clinical errors, protects patient rights, and enables all professions to access up-to-date information.
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Collaborative work is essential to address Mrs Thompson's complex needs. The general GP can review medication and assess clinical changes. The communication nurse can monitor health progress, while home caregivers observe the patient's daily routine and report any changes. When these professionals work together, they can identify risks earlier and develop an appropriate care plan. The importance of collaborative work is recognised by the National Institute for Health and Care Excellence (NICE, 2016), which recommends a person-centred approach involving various professionals to address patients' physical, psychological, and social needs. This approach promotes better care coordination, facilitates decision-making, and contributes to preventing complications. Mrs Thompson's case, communication among the GP, community nurse, and home caregivers allows for the rapid identification of changes in her health status and adjustments to the care plan whenever necessary.
Furthermore, NHS England and NHS Improvement (2021) highlighted that integrated health and social care services improve patient safety, strengthen communication among professionals, and promote more coordinated and effective care. Effective collaboration ensures that each team member clearly understands their role and shares relevant information on time. This helps reduce the risk of errors, avoid the duplication of interventions, and ensure that Mrs Thompson receives consistent care tailored to her individual needs. Strategies to improve collaboration include multidisciplinary meetings, regular communication, the use of shared records, and clearly defined professional responsibilities.  However, common challenges exist, such as communication differences, time constraints, difficulties in sharing information, and organisational limitations. These challenges can be mitigated through continuous training, clear protocols, mutual professional development, and the use of secure record-keeping and communication systems. In Mrs Thompson's case, effective collaboration could prevent future instances of missed medication, reduce the risk of accidents and improve her quality of life.
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Mrs Thompson’s case demonstrates that the provision of safe care relies on a combination of effective communication, accurate administrative records, and collaborative teamwork among various professionals. This analysis reveals that each of these elements plays a vital role in promoting quality care and preventing risks, particularly for elderly individuals with complex needs. Communication tailored to the service user's needs fosters her participation in her own care, strengthens the relationship with her family, and ensures her preferences are respected. Accurate records guarantee continuity of care, facilitate professional decision-making, and ensure compliance with data protection laws and professional practice standards. Meanwhile, collaboration among physicians, nurses, caregivers, and other professionals enables the early identification of issues, the sharing of relevant information, and the coordinated implementation of appropriate interventions. In conclusion, integrating these three aspects enhances Mrs Thompson’s safety, dignity, and quality of life. Person-centred care—grounded in effective communication, rigorous documentation, and collaborative teamwork enables a more appropriate response to her needs and promotes better outcomes for both the service user and the professionals involved
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