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Introduction:
Effective care within health and social care settings depends on clear communication, accurate administrative processes, and collaborative multi-agency working. Mrs. Mann, a 72-year-old woman recovering from hip replacement surgery, receives support from domiciliary carers, a physiotherapist, and her GP. Her limited English and reliance on Urdu create potential communication barriers that require culturally sensitive and inclusive practice. In addition, concerns about inconsistent record keeping and a delayed medication adjustment highlight the importance of robust administrative skills and adherence to legislation such as the Data Protection Act 2018 (Data Protection Act, 2018). As several professionals are involved in her rehabilitation, coordinated and collaborative working is essential to ensure continuity of care and positive outcomes. This report explores the importance of communication, administration, and collaborative practice in the context of Mrs. Mann’s care, drawing on legislation, communication models, and recognised frameworks to demonstrate how high-quality person-centered care can be delivered. 
1. Importance of Effective Communication:
Communication is central to safe, person-centered care, particularly for individuals with language and cultural barriers. Mrs. Mann’s limited English and reliance on Urdu mean that communication must be adapted to ensure understanding of her care plan, medication, and rehabilitation instructions. Poor communication increases the risk of errors, non-compliance, and distress. The Equality Act 2010 protects individuals from discrimination based on age, race, or disability and requires services to make reasonable adjustments to meet communication needs (Equality Act, 2010). For Mrs. Mann, this may include arranging a professional interpreter, using translated materials, or employing staff who speak Urdu. 
 
Culturally sensitive communication is also essential. Professionals should use simple language, gestures, clear facial expressions, and visual aids to support understanding. Although Mrs. Mann’s daughter helps with interpretation, over-reliance on family members may compromise confidentiality, which is a key principle of professional codes of conduct (NMC, 2018). When discussing medical or personal information, staff should seek a qualified interpreter to ensure accuracy and maintain professional boundaries.
 
A useful communication framework is Egan’s SOLER model, which outlines key elements of active listening (Egan, 1975). These include sitting squarely, maintaining an open posture, leaning forward, making eye contact, and remaining relaxed. These non-verbal strategies help build trust, reduce anxiety, and promote meaningful engagement with Mrs. Mann. Active listening ensures she feels respected, valued, and involved in decisions about her care.
 
Effective communication also extends to her family and the professionals involved. Mrs. Mann’s daughter plays an important supportive role, so maintaining open and respectful communication is essential. Likewise, clear communication between the domiciliary care team, GP, and physiotherapists prevents misunderstandings. The delayed medication adjustment in Mrs. Mann’s case demonstrates how communication failures can compromise safety, highlighting the need for structured and accurate information sharing (CQC, 2023). Therefore, effective communication is vital for promoting dignity, ensuring inclusion, and supporting safe, high-quality care for Mrs. Mann.
 
2. Importance of Good Administrative Skills:
Administrative skills are fundamental within health and social care because they support safe, efficient, and accountable practice. In Mrs. Mann’s case, inconsistent record keeping and miscommunication contributed to a delayed medication adjustment, demonstrating how administrative errors can impact health outcomes. Accurate documentation ensures that all professionals involved in her care—carers, physiotherapists, and GP—have the information they need to make timely, informed decisions (NICE, 2022).
 
Record keeping must be factual, clear, and completed in a timely manner. Notes should document Mrs. Mann’s mobility progress, personal care, medication administration, and any concerns. Good record keeping supports continuity of care, helps identify changes in her condition, and provides legal evidence of actions taken. It also contributes to risk management by ensuring that all staff are aware of updated instructions or concerns (CQC, 2023).
 
The Data Protection Act 2018 and UK GDPR require that personal data be processed lawfully, stored securely, accurately maintained, and shared only when necessary (Data Protection Act, 2018). For Mrs. Mann, this means her care records must be held securely, whether digitally or in locked storage. When involving her daughter in communication, professionals must ensure information is shared appropriately and only when necessary, maintaining confidentiality and respecting Mrs. Mann’s rights (NMC, 2018).
 
Policies such as the CQC Fundamental Standards state that providers must maintain effective governance systems, including safe information management and accurate record keeping (CQC, 2023). Similarly, NICE (2022) guidance highlights that reliable documentation reduces risks, supports coordinated care, and enhances quality. Poor administration can result in medication errors, missed visits, or duplication of tasks, which may compromise safety. Therefore, strong administrative skills—including accuracy, organisational ability, and adherence to procedures—are essential to ensure Mrs. Mann receives safe and coordinated care.
 
3. Importance of Collaborative Working:
Collaborative working is essential when multiple professionals contribute to a service user’s care. Mrs. Mann’s support network includes domiciliary carers, her GP, and a community physiotherapist. Working collaboratively enables shared decision-making, consistent approaches to care, and improved outcomes. Regular communication between professionals ensures that changes in Mrs. Mann’s mobility, pain levels, or medication needs are promptly recognised and acted upon (NICE, 2022).
 
Approaches that strengthen collaboration include multidisciplinary meetings, shared electronic records, and structured communication tools such as SBAR. These tools standardise information exchange, reducing the risk of misunderstandings or omissions (CQC, 2023). Person-centered planning also supports effective collaboration by ensuring that Mrs. Mann’s needs and preferences drive the care process (NMC, 2018).
 
Common challenges include role confusion, inconsistent documentation, workload pressures, and delays in information sharing. To overcome these challenges, professionals should adopt clear protocols, maintain open communication, and respect each team member’s expertise (NICE, 2022). Effective collaboration ultimately improves safety, enhances continuity, and supports Mrs. Mann’s recovery.
 
Conclusion:
Mrs. Mann’s case highlights how communication, administrative competence, and collaborative practice are essential components of high-quality health and social care. Effective communication ensures inclusion, reduces language barriers, and supports person-centered care. Good administrative skills, including accurate and secure record keeping, help maintain safety and continuity while meeting legislative requirements such as the Data Protection Act 2018 (Data Protection Act, 2018). Collaborative working between the domiciliary care team, GP, and physiotherapist ensures that Mrs. Mann receives coordinated, holistic support throughout her recovery. By strengthening these principles, professionals can significantly enhance the quality, safety, and effectiveness of care provided to Mrs. Mann.
 
References:
· Care Quality Commission (CQC) (2023) Fundamental Standards.
· Data Protection Act (2018) UK Public General Acts.
· Egan, G. (1975). The Skilled Helper. Brooks/Cole.

· NICE (2022) Integrated Care Systems: Guidance for Effective Working.
· NMC (2018) The Code: Professional Standards of Practice and Behaviour for Nurses, Midwives and Nursing Associates.


	
	
	



image2.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




image4.png
Language 3
Therapy :
° Orthotics/
prosthetics





