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Introduction
 
Effective health and social care relies on clear communication, accurate record keeping, and
collaborative working among professionals. This is particularly important for older adults like
Mrs Mann, a 72-year-old recently discharged following a hip replacement. Living alone and
receiving home care twice daily, she depends on a coordinated approach to ensure her
personal care, mobility, and rehabilitation are managed safely. Mrs Mann faces additional
challenges due to her limited English, relying on her daughter to interpret, which highlights the
need for culturally sensitive and accessible communication. Recent inconsistencies in her care
records and a delayed medication adjustment demonstrate the risks that arise when
communication, documentation, and collaboration are not effectively maintained. This report
examines these three critical aspects within the context of Mrs Mann’s care. It explores how
effective communication, good administrative practices, and collaborative working can improve
her safety, support her rehabilitation, and ensure her care is person-centred, compliant with
legislation, and aligned with best practice guidelines (British Journal of General Practice, 2022;
GOV.UK, 2015; NHS England, 2023).
 
The Role of Communication in Supporting Mrs Mann’s
Care
 
Effective communication is at the heart of high-quality health and social care, particularly for
older adults like Mrs Mann, who face both physical recovery challenges and language barriers.
Clear communication ensures that patients understand their care, feel involved in decision
making, and experience emotional support during a vulnerable time. Research highlights that
poor communication can increase stress, reduce adherence to treatment, and even lead to
errors in care delivery (British Journal of General Practice, 2022). In Mrs Mann’s case, her
 
limited English and reliance on her daughter for interpretation make structured and sensitive
communication essential for her safety and recovery.
Health professionals can use a variety of strategies to improve interactions with patients who
have language difficulties. The use of trained interpreters, translated written materials, and
culturally appropriate communication approaches helps to ensure patients fully understand their
treatment and care plans (NHS England, 2023). Non-verbal cues such as gestures, facial
expressions, and attentive body language also play a critical role in building trust and
demonstrating empathy. Encouraging questions, listening actively, and confirming
understanding can prevent misunderstandings, which is particularly important when
coordinating medication adjustments or rehabilitation instructions.
The Equality Act 2010 underlines the necessity of treating all individuals fairly and without
discrimination. Applying its principles in communication means ensuring that Mrs Mann receives
equal access to information and care, irrespective of her language ability or age (GOV.UK,
2015). This includes adjusting communication methods to meet her needs, respecting her
cultural background, and promoting inclusion in all aspects of her care. By aligning practice with
the Equality Act, health and social care professionals can create an environment where patients
feel valued and understood.
The Shannon and Weaver communication model provides a useful framework to structure these
interactions. It highlights the process of sending a message, the potential barriers that might
distort it, and the importance of feedback to confirm understanding (Communications Theory,
2025). In Mrs Mann’s care, this model can guide professionals in checking that information
about medication, mobility, and rehabilitation has been accurately received and acted upon.
Feedback loops, such as asking her or her daughter to repeat instructions in their own words,
can help prevent errors and ensure the intended message is fully understood.
In Mrs Mann’s case, a lapse in communication contributed to a delayed medication adjustment,
demonstrating the risks associated with unclear or incomplete information sharing. By applying
structured communication strategies, using interpreters, and following the Equality Act
principles, professionals can enhance patient safety, promote confidence in care, and support
her recovery effectively. Ensuring communication is clear, inclusive, and verified not only
improves immediate outcomes but also fosters long-term trust between Mrs Mann, her family,
and the care team (British Journal of General Practice, 2022; Communications Theory, 2025;
NHS England, 2023).
 
Ensuring Safe and Effective Care Through Good
Administrative Practice
 
Accurate administrative practices are a cornerstone of safe and effective health and social care.
In the case of Mrs Mann, good administration is critical to coordinate her care following hip
surgery, particularly because she receives support from multiple professionals including care
workers, a GP, and a physiotherapist. Proper record keeping ensures that all members of the
care team are aware of her needs, her progress, and any changes in her treatment, preventing
errors and promoting continuity of care. Evidence suggests that lapses in documentation can
contribute to delays, miscommunication, and even harm to patients, highlighting the vital role of
administrative skills in practice (British Journal of General Practice, 2022).
Effective record keeping involves maintaining clear, accurate, and timely documentation. In
health and social care, this includes noting observations, interventions, medication adjustments,
and communications with both patients and their families. Ensuring records are comprehensive
allows the care team to make informed decisions and respond promptly to changes in a
patient’s condition. For Mrs Mann, consistent documentation could have prevented the delayed
medication adjustment that was noted during her care. Furthermore, well-kept records support
accountability and allow professionals to demonstrate that care was delivered appropriately,
meeting both organisational and legal requirements (NHS England, 2023).
The Data Protection Act 2018 provides the legal framework for handling personal information in
the UK. It ensures that sensitive data, such as health records, are stored securely, processed
lawfully, and only shared with authorised individuals (Moodle, 2025a). The Act aligns with
GDPR principles, giving individuals rights to access, correct, or remove their information while
setting out clear responsibilities for health and social care organisations. In practice, this means
that Mrs Mann’s care records must be confidential, accurately maintained, and accessible only
to those involved in her treatment, ensuring her privacy and trust in the care system (Moodle,
2025b).
Practical application of these principles is also reflected in NHS guidance, which emphasises
patient choice and confidentiality. Patients can decide whether their information is used for
 
research and planning, but their care should never be compromised by their choices. Health
and social care staff are responsible for maintaining this confidentiality while ensuring that
records support high-quality care. By combining meticulous record keeping with adherence to
the Data Protection Act, professionals can safeguard patient information, reduce risks, and
promote effective care coordination (Moodle, 2025b).
In summary, good administrative skills underpin patient safety and service quality. For
Mrs Mann, accurate documentation, secure handling of information, and adherence to legal
requirements ensure that her care is safe, coordinated, and responsive. This framework not only
protects the patient but also supports the wider care team in delivering professional,
accountable, and effective health and social care (British Journal of General Practice, 2022;
NHS England, 2023; Moodle, 2025a).
 
Promoting Collaborative Care in Multi-Professional
Teams
 
Effective collaboration between health and social care professionals is essential to ensure high-
quality care, particularly for patients like Mrs Mann, who require input from multiple practitioners,
including her GP, physiotherapist, and domiciliary care workers. Collaborative working allows for
the sharing of relevant information, coordinated interventions, and a unified approach to her
rehabilitation, reducing the risk of errors, delays, or fragmented care (British Journal of General
Practice, 2022).
 
One key approach to fostering collaboration is the use of integrated care frameworks. The SCIE
logic model for integrated care (SCIE, 2024) highlights enablers such as shared care planning,
joint assessments, and regular team meetings, which help professionals work together
effectively. Applying these principles to Mrs Mann’s care ensures that each professional is
aware of her mobility progress, medication needs, and personal care requirements, promoting
continuity and consistency in care delivery.
 
Government guidance on integration further emphasizes the importance of a multi-agency
approach, noting that statutory and voluntary organisations must coordinate services to improve
outcomes for patients (HM Government, 2021). For Mrs Mann, this means her physiotherapist
and care workers can communicate efficiently with her GP about any changes in her condition
or treatment plan, while maintaining confidentiality under the Data Protection Act 2018 and NHS
guidelines (Moodle, 2025a; Moodle, 2025b).
Challenges in multi-professional working include differing priorities, unclear roles, and
communication gaps. Strategies to overcome these barriers involve clearly defined
responsibilities, structured handovers, shared electronic records, and frequent interdisciplinary
meetings (NHS England, 2023). Regular reflection and feedback within the team further improve
working relationships and ensure that care decisions are made collaboratively, centred around
the patient’s needs.
To sum up, structured collaborative working enables professionals to deliver safe, coordinated,
and person-centred care. For Mrs Mann, such teamwork ensures that her rehabilitation
progresses smoothly, her health information is accurately shared, and her overall wellbeing is
supported effectively (British Journal of General Practice, 2022; SCIE, 2024; HM Government,
2021).
 
Conclusion
 
In conclusion, the care of Mrs Mann highlights the vital importance of effective communication,
accurate record keeping, and collaborative working in health and social care. Clear
communication ensures that Mrs Mann’s needs are understood and met, despite language
barriers, supporting both her safety and emotional wellbeing. Accurate administrative practices,
guided by the Data Protection Act 2018 and NHS protocols, protect her confidential information
and enable professionals to make timely decisions, preventing errors such as delayed
medication adjustments. Collaborative working between her GP, physiotherapist, and home
care team ensures that all aspects of her rehabilitation and personal care are coordinated,
providing consistent and person-centred care. By applying legislative frameworks,
communication models, and integrated care approaches, professionals can overcome
challenges such as role confusion, fragmented information, and inconsistent documentation.
 
Overall, prioritising these three elements not only enhances the quality of care for Mrs Mann but
also strengthens the broader health and social care system, promoting safety, efficiency, and
positive outcomes for patients (British Journal of General Practice, 2022; Moodle, 2025a; NHS
England, 2023).
 
References
 
1. British Journal of General Practice, 2022. Effective communication and administrative
practices in healthcare. Available at: https://bjgp.org/content/72/714/4 [Accessed 12
November 2025].
2. Communications Theory, 2025. Shannon-Weaver model of communication. Available at:
https://communicationstheory.wordpress.com/2025/03/17/shannon-weaver-model-of-
communication/ [Accessed 12 November 2025].
3. GOV.UK, 2015. Equality Act 2010 guidance. Available at:
https://www.gov.uk/guidance/equality-act-2010-guidance [Accessed 12 November
2025].
4. HM Government, 2021. Integration and innovation: working together to improve health
and social care for all. 11 February. Available at:
https://assets.publishing.service.gov.uk/media/60251afb8fa8f5037e13c418/integration-
and-innovation-working-together-to-improve-health-and-social-care-for-all-web-
version.pdf [Accessed 12 November 2025].
5. Moodle, 2025a. Data Protection Act 2018 Factsheet. University of Wales Trinity Saint
David. Available at:
https://moodle.uwtsd.ac.uk/pluginfile.php/619256/mod_folder/content/0/Data%20Protecti
on%20Act%20Factsheet.pdf [Accessed 12 November 2025].
6. Moodle, 2025b. NHS Data Protection Leaflet University of Wales Trinity Saint David.
Available at:
https://moodle.uwtsd.ac.uk/pluginfile.php/619256/mod_folder/content/0/NHS%20leaflet%
20Data%20protection.pdf [Accessed 12 November 2025].
 
7. NHS England, 2023. Good communication with patients waiting for care. 31 October.
Available at: https://www.england.nhs.uk/long-read/good-communication-with-patients-
waiting-for-care/ [Accessed 12 November 2025].
8. SCIE, 2024. Logic model for integrated care. Available at:
https://www.scie.org.uk/integrated-care/logic-model-for-integrated-care/ [Accessed 12
November 2025].
