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Case study: Mrs Thompson 
Introduction 
Mrs Thompson is an 84-year-old woman who has recently been discharged from the hospital following treatment for pneumonia. She lives alone in sheltered accommodation and receives domiciliary care twice daily. She suffers mild dementia which affects her memory, leading to missed medication and an increase in confusion. Further concerns have been raised after she was found outdoors without the appropriate clothing for cold weather, leading to a review by the local council. These circumstances highlight the importance of effective communication, accurate administration and record keeping as well as collaborative working between health and social care professionals. This report examines the significance of these areas within the context of Mrs Thompson’s care, drawing on the relevant legislation and professional practice principals. 
The Importance of Effective Communication 
Communication is essential within the health and social care sector for professionals to be able to carry out and administer safe, person-centred care. In the case of Mrs Thompson communication is significantly important due to her mild dementia having the possibility to affect her ability to understand, remember and act on information relating to her personal health and wellbeing. Clear communication can immensely help to reduce the risk of medication errors, help to improve her understanding of the care plans set in place and support her independence. Communication enabled medical professionals to identify changes in her condition and make sure to respond appropriately; this has the potential to have a major positive impact on Mrs Thompson's quality of life. 
To communicate with Mrs Thompson professionals should make sure to use clear and simple language, avoiding any unnecessary complicated terminology which may provoke confusion, distress or anxiety and information should be provided in manageable stages. As stated by NHS England, "patients should be supported to understand their care, treatment and support options" (NHS England, 2023). Allowing for additional time for responses and checking understanding can help overcome communication difficulties associated with dementia as well as keep watch of Mrs Thompson's condition and both mental and physical health. Active listening and careful documentation are also essential as it demonstrates respect and enables professionals to identify concerns that Mrs Thompson may have regarding her medication, health, or daily living activities. 
The communication between healthcare professionals and Mrs Thompson's family members is extremely valuable. Family members have the potential to give healthcare professionals valuable insight into Mrs Thompson's condition which would otherwise be hard to come by due to her mild dementia. The active involvement of family members can greatly support the continuity and flow of car as well as contribute towards informed decision making. This communication is extremely supported by NICE (2018), stating patients should always have a say in their care with their family members being involved, and they should work closely alongside the care teams in order for needs to be known and met. 
The Equality Act (2010) protects individuals from discrimination based on protected characteristics including age and disability. Dementia has been considered a disability under the act if it is shown to have a significant long-term impact on daily activities and overall day-today functioning. Healthcare professionals should therefore make reasonable adjustments to communication methods to ensure Mrs Thompson can easily and effectively access health and social care information and services. These may include written reminders, medication prompts, set alarms or simplified explanations which they may ask her to repeat back to them for confirmation of understanding. 
Argyle’s Communication Cycle identifies communication as a process involving the formation of an idea, encoding a message, transmitting it, receiving it, decoding it, and providing feedback. Within the context of Mrs Thompson's situation, a care worker explaining medication instructions should not simply deliver information but should also seek feedback to confirm her understanding. For example, asking Mrs Thompson to repeat key instructions back to them after it has been said can help identify misunderstandings and reduce the likelihood of missed medication windows. The communication cycle therefore supports safer and more effective care delivery as well as Mrs Thompson's autonomy and independence, positively impacting the quality of life. 
The Importance of Administrative Skills and Record Keeping 
Good administrative practice is essential in maintaining a safe, effective and accountable health and social care service. Accurate documentation and record keeping ensures health and social care professionals have access to the most current and recent information, this in turn supports the continuity of care as well as providing evidence of decisions made and interventions needed. Without the clear and proper record keeping of Mrs Thompson’s case, any important changes could have been overlooked, having the potential to place her health at a much greater risk. 
According to High Speed Training (2025), accurate record keeping is extremely important and beneficial to everyone within the health and social care sector, including the users of the service, the care providers, health and social care employees and the health and social care system. Making sure the records kept are good quality is an essential part of ensuring the people using the health and social care services receive good outcomes, it’s an extremely important part of providing high quality and safe care to those who need it. “It will enhance your practice and the support you can offer people if you can make good recording a central part of your work.” (Scie, 2021) 
Record keeping allows information to be communicated to the right people at the right time and ensures decisions relevant to the care of the individual can be made based on what has been observed. For documentation to be as effective as possible they should be updated as soon as possible after an event has occurred, including a date, time if known and signatures.  
Keeping records up to date would mean different professionals would be able to monitor Mrs Thompson’s condition, identify any patterns of deterioration and make informed and clinical decisions based on the records. Documenting Mrs Thompson’s two days of missed medication and increased confusion ensures that all health and social care professionals are made aware of the changes in her condition and are therefore able to response appropriately, recognising the link between her non-adherence and increased confusion. Additionally, the documentation of the incident in which she was found outside without clothing appropriate to the weather ensured that any safeguarding concerns could be appropriately addressed. 
The Data Protection Act 2018 alongside the UK General Data Protection Regulation (UK GDPR) establish the legal framework and requirements for the collection, storage and sharing of personal information. Health and social care organisations and services must ensure that the personal data acquired are processed lawfully, fairly and transparently. Information should only be collected for legitimate purposes when necessary, stored away securely, kept accurate and shared only with the authorised individuals who require access to this information to provide care and support. Maintaining confidentiality is essential in protecting Mrs Thompson’s privacy regarding her health, medication and safeguarding concerns whilst ensuring that the appropriate professionals receive the relevant information necessary to deliver safe care. 
The Care Act 2014 also provides an important framework for practice, emphasis is placed on safeguarding adults around risk and promoting wellbeing through coordinated assessment, support and person-centred care. The incident in which Mrs Thompson had been found outside without appropriate clothing will have raised safeguarding concerns due to suggesting that her health and safety may have been at risk. 
The incident would require accurate documentation, timely reporting and appropriate referral procedures, therefore accurate records providing evidence of professionals acting responsibly and following safeguarding procedures are essential to support safeguarding investigations and demonstration of the appropriate actions taking place. Poor documentation and administration could result in medication errors, duplicated interventions or failure to identify deterioration, potentially placing Mrs Thompson at greater risk. 
Collaborative Working 
Collaborative working is essential when supporting individuals with complex physical, cognitive and social care needs such as Mrs Thompson. Her care involves multiple professionals including her GP. Community nurses, domiciliary care workers pharmacists and local authority safeguarding team staff. Each professional will contribute specialist knowledge which would support her needs. 
Effective collaboration can be promoted through regular communication, shared care plans and clearly defined professional roles. Domiciliary care workers may identify and report concerns regarding medication adherence by observing her day-to-day functioning where Mrs Thompson’s GP or pharmacist could then review her medication and investigate whether changes in her treatment may improve the adherence. Community nurses will monitor her recovery from pneumonia, assess her physical health and identify any signs of deterioration. A social care and safeguarding professional can assess the risks associated with independent living before coordinating any necessary support services to be organised. 
Regular multidisciplinary meetings, shared care plans and accurate documentation enable professionals to exchange the relevant information and coordinate interventions for Mrs Thompson, these approaches mean a significantly reduced risk of duplication, improve decision making and ensure that. Mrs Thompson receives consistent, person-centred care. However, multi-agency work can present challenges. Differences in organisational priorities, communication failures, delays in information sharing and uncertainty regarding professional responsibilities may affect the continuity of the care given. 
These challenges can be overcome through the establishment of effective communication channels in which different health and social care professionals are able to coordinate interventions, reduce the chance odds of duplications and ensure Mrs Thompson receives the most consistent, continuous person-centred care. 
Conclusion 
The case of Mrs Thompson demonstrates the importance of effective communication between the different healthcare professionals, the individuals and service users, the importance of accurate administration practice and record keeping as well as collaborative working to deliver high-quality health and social care.  
Effective communication supports clear understanding and person-centred care whilst helping to reduce the risks associated with dementia and medication management. Good administrative skills and accurate record keeping ensure that the correct important information is documented and shared appropriately and carefully to support safe decision making which supports the legal requirements of the Data Protection Act 2018. Collaborative working enables professionals from different sectors to coordinate care and address the complex needs as effectively and efficiently as possible. Together these approaches contribute to Mrs Thompson’s improved safety, wellbeing, continuity of care and quality of life. 
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