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Our case study concerns Mrs. Thompson, an 84-year-old woman recently discharged from the hospital following a bout of pneumonia. She lives alone and receives home care twice daily. Mrs. Thompson has mild dementia; consequently, she sometimes forgets to take her medication, which increases her confusion regarding her whereabouts or identity. A recent instance of missed medication triggered the service's incident protocols, resulting in a request for a medication review. Additionally, she was found wandering outside dressed inappropriately for the cold weather. The local council is currently reviewing Mrs. Thompson's case. In this assignment, we will explore how interactions between public services—such as the council and the GP—could be improved regarding communication, administration, and collaboration, for the benefit of Mrs. Thompson and other patients who might face similar situations.
Communication between care services is essential for optimal patient care, as it conveys vital information—such as medications, treatments, existing conditions, or long-term illnesses—that can significantly impact a patient's life, as seen in Mrs. Thompson's case. Patients often require input from multiple services to ensure the best possible care; Mrs. Thompson, for instance, needs doctors, nurses, a GP, and home care workers. Effective communication among these professionals can vastly improve an individual's quality of life. Furthermore, effective communication involving care services, patients, and their families makes a significant difference; empowering patients is deeply rewarding, helping them maintain a positive sense of self. Performing simple tasks independently—such as making a cup of tea or choosing an outfit—boosts their confidence and self-esteem. However, challenges can arise; barriers related to language, culture, or religion may hinder care delivery. These obstacles can prevent patients from understanding information, expressing their feelings or needs, or describing symptoms and medical history—details that are often crucial. For immigrant patients, the lack of medical records from their home country means they must personally explain their medical background to the doctor. Additionally, as noted by Medscape (2025), certain religions prohibit blood transfusions, and some individuals may refuse medical treatment or even life-saving surgeries. According to Communication Theory (n.d.), which clearly explains Berlo’s (1960) SMCR communication model, the framework is effective for preventing misunderstandings; it was designed to ensure efficient communication and the accurate conveyance of necessary information. Regarding the "S" (Source)—the individual who possesses knowledge of the subject and communicates based on their familiarity with it—the source must speak clearly and be knowledgeable about the topic, while also remaining respectful of other religions, beliefs, ethnicities, and so forth. The "M" stands for Message; this component contains the information and spans "the beginning to the end" (Communication Theory, n.d.), potentially incorporating accompanying elements such as body language, signs or gestures, the way people are treated also plays a major role; poor treatment leads to a breakdown in communication, whereas good rapport is essential for building trust and ensuring they take the matter seriously. The "channel" refers to the medium of communication; there are five types. First is *hearing*, which applies when a message is conveyed in person or via a phone call, requiring one to listen attentively. *Seeing* applies when the message is presented in a film or video. *Touching* involves conveying a message through actions like a hug or holding hands—perhaps as a sign of support. *Smelling* occurs when one detects a scent—such as smelling a perfume to see if the fragrance is pleasing, or sniffing milk to ensure it has not spoiled. Finally, *tasting* involves the tongue and taste buds; for instance, this sense might signal that spicy food is not to one's liking or is not what is needed. The Equality Act 2010 protects individuals against discrimination regardless of race, religion, age, sex, or other factors. Many people choose to forgo medical care out of fear of discrimination, a lack of dignity during doctor visits, or an inability to articulate their symptoms. Berlo’s 1960 communication models can be updated to make an even greater global impact—even when there is a language barrier—by utilizing the "hearing" channel to convey sounds like coughing, or the "visual" channel to display images that facilitate identification; such measures could encourage patients who face these challenges to visit their GP more frequently.
Mrs. Thompson’s GP and other healthcare providers—as well as her own family—failed her; the entire system let her down, and she bore the terrible consequences of their highly inefficient or non-existent communication regarding her ongoing care. While communication between these parties can be challenging, there may well be many others in situations similar to Mrs. Thompson’s, putting their lives at risk. The Data Protection Act 2018 was enacted to safeguard patients' private data, preventing the disclosure of personal information to unauthorized individuals; under this law, access to Mrs. Thompson’s personal details is restricted to professionals who genuinely need the information to assist with her care—such as her assigned nurses, her daily home-care nurse, doctor, psychiatrist, or pharmacist. When she forgot her medication and went out, she risked having her personal data exposed to non-essential individuals. Care services must document these events, as keeping medical records up to date is crucial; they should also consult those close to her to see if they noticed any changes—such as physical alterations, confusion, or other unusual behaviour. Subsequently, authorities must apply the Data Protection Act 2018 and the Care Act 2014; given that Mrs. Thompson was found outdoors in clothing unsuitable for the cold and had missed two days of medication, Torbay and Devon Safeguarding adults Care (N.D)  local authorities would likely review her situation as a risk requiring safeguarding considerations, Since there was a strong possibility of it happening again, it would be best to keep her under surveillance to ensure her safety.
Collaborating on matters like this is vital for patients; our goal is to help those in need and do everything within our power to provide the best possible care, ensuring a good and fulfilling quality of life despite the daily challenges posed by their illnesses or conditions. Everyone involved in a case like Mrs. Thompson’s plays an important and necessary role within the team, contributing to safety and health. Establishing effective communication is crucial to ensuring everything is under control and to staying informed about any necessary changes, patient needs, or new developments. A person-centred care approach is essential for maintaining order and control in the patients' daily lives, helping them adapt smoothly to their routines while also allowing for enjoyable activities they appreciate. The most common challenge is poor team communication; this can lead team members to assume someone else is handling a task, and individual priorities vary—sometimes team members must attend to more complex cases, inadvertently neglecting other patients who also require their care.
In conclusion, Mrs. Thompson's case highlights the importance of collaborative working within the health and social care sector, as this work has a profound impact on the individuals receiving services. It also demonstrates how quickly a situation can deteriorate; Mrs. Thompson is recovering from pneumonia, lives alone, and has mild dementia, meaning her care needs are complex and require regular monitoring to mitigate risks such as missed medication or safety hazards. Fortunately, Mrs. Thompson was ultimately safe, though she had faced a dangerous situation that could have led to serious illness or even a traffic accident. Her case underscores the vital importance of communication between care services, the local council, the patient's family, and the patient herself. Following the incident, all parties acted appropriately, adhering to the Data Protection Act 2018 to safeguard her personal information and the Care Act 2014 to protect her privacy while enabling the sharing of relevant data with those directly involved in her care. This illustrates how practices can be improved and demonstrates the effectiveness of teamwork—involving the GP, community nurse, domiciliary care workers, pharmacist, and local authority—in ensuring safety. Working in partnership not only enhances the quality and continuity of care but also facilitates early risk identification and the implementation of appropriate support. Ultimately, maintaining accurate records, complying with relevant legislation, respecting confidentiality, and working collaboratively help ensure that Mrs. Thompson and others can lead dignified, independent, and secure lives.
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