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Case study summary.
Mrs. Mann, aged 72, recently returned home following hip replacement surgery and receives twice-daily support for personal care and mobility. As her first language is Urdu, her nearby daughter assists with interpretation. Her care involves coordination between her GP and physiotherapists who visit twice weekly. A review is underway due to inconsistent documentation and communication gaps that have delayed necessary medical adjustments.
Introduction.
This report explores the post-surgical care of Mrs. Mann, a 72-year-old patient recovering at home after undergoing hip replacement surgery. Her support plan involves collaboration between her GP, physiotherapists, and personal care staff, while her daughter provides informal interpretation due to a language barrier. Despite this multidisciplinary involvement, gaps in documentation and inconsistent communication have caused delays in necessary medical interventions, triggering a formal reassessment of her care.
Mrs. Mann’s case shows how important clear communication and good record-keeping are for keeping care safe and focused on the individual. It looks at how things like language barriers, poor documentation, and services not working well together can lead to worse outcomes especially for people who have specific communication needs. By referring to laws like the Equality Act 2010 and the Data Protection Act 2018, the report explains how staff responsibilities connect with legal duties to make care fair, open, and accountable. Her experience helps shine a light on bigger problems in how health and social care services share information and work together.
What is the importance of communication following the case study?
Effective communication is essential in delivering safe, coordinated and person-centred care. In Mrs. Mann’s case, delays in her treatment happened because different care teams didn’t always share information properly. This shows how important it is to keep records accurate and make sure updates are passed on quickly, so that care isn’t held up when someone needs help. 
The Shannon and Weaver (1960) communication model helps explain these breakdowns by identifying key components: the information source (e.g. GP or physiotherapist), transmitter (e.g. care notes or verbal handovers), channel (e.g. digital records or family interpretation), receiver (e.g. other professionals or Mrs. Mann herself), and noise (e.g. language barriers, missing documentation, or unclear responsibilities). In this case, noise disrupted the message flow, leading to confusion and delayed medical adjustments. Language differences also made things harder. Mrs. Mann speaks Urdu as her first language, so she depends on her daughter to explain medical details. Without trained interpreters, there’s a real chance that things can be misunderstood, which affects how well care is delivered and how much the patient understands. NHS England (2023) points out that over a million people in the UK speak little or no English and not having proper language support can lead to worse health, more risks, and less involvement in their own care. 
Working together across services is also key. Mrs. Mann’s recovery involves her GP, physiotherapists, and care staff at home. If they don’t communicate clearly and consistently, it can lead to repeated tasks, missed steps, or mixed messages. Everyone needs to be on the same page. Keeping good records is just as important. If notes are missing or unclear, professionals can get confused or make mistakes, which makes it harder to follow what’s been done or what needs to happen next. Reliable records mean everyone involved has access to the same information and can make better decisions. As NHS Professionals (2021) say, if something isn’t written down, it’s treated as if it never happened. 
Good communication also helps people feel involved and respected. When Mrs. Mann and her daughter are kept informed and included in decisions, they’re better able to speak up for what she needs. This builds trust and helps everyone work together to make the right choices. The Equality Act 2010 says that public services must treat people fairly and make adjustments for language and communication needs especially when these can affect someone’s ability to get the care and treatment they need.
What is the importance of good administrative skills with the professional practice?
Strong admin skills are a key part of working professionally in health and social care. Staff deal with personal and often sensitive information every day, and the law especially the Data Protection Act 2018 and UK General Data Protection Regulation (UK GDPR) sets clear rules about how this data should be handled. These rules include being fair, accurate, open, only collecting what’s needed and keeping everything stored safely (Care Learning, 2025). To meet these standards and protect people’s rights, professionals need to be confident and careful in how they manage information.
Admin work covers a lot more than just paperwork. It includes keeping clear records, writing things down on time, handling data securely, and making sure communication runs smoothly. These tasks are essential for keeping people safe, making sure staff are accountable and helping different services work well together. For example, having up-to-date and well-organised notes means staff can quickly respond to safeguarding concerns, track what support has been given and make decisions based on accurate information. If someone makes a complaint or a situation needs to be reviewed, good admin helps staff show what happened and why (Abogados Gold, 2025). Being accurate and consistent also helps build trust between professionals and the people they support.
Admin skills also play a big role in protecting people’s personal data. The law says organisations must have strong systems in place to stop information from being lost, misused, or seen by the wrong people (NHS Digital, 2025). This means only collecting what’s necessary, storing it safely and sharing it properly with the right team members. Everyone from admin staff to frontline workers needs to understand these rules and follow them every day. Mistakes can lead to serious privacy breaches and damage trust in the care system. In busy environments, being careful and organised is vital to avoid errors and stay professional.
Beyond following the law, good admin helps services run more smoothly. Whether it’s booking appointments, sending referrals, or updating care plans, admin tasks make sure everyone involved is informed and working together. This is especially important when lots of services are involved, as poor communication or delays can have serious effects on people’s care. As more systems move online, admin skills now also include being confident with digital tools like using electronic records, secure emails, and remote working platforms. These modern skills are essential for keeping care consistent, efficient, and within the law.
[bookmark: _Hlk212889969]The importance of working collaboratively with other professionals involved in Mrs. Mann’s care.
Teamwork between professionals is key to making sure care is safe, well-organised and focused on the person, especially in complex cases like Mrs. Mann’s, where lots of people are involved. Her recovery depends on good communication between her GP, physiotherapist, home care workers and family. But recent delays in changing her medication, caused by poor record-keeping, show how things can go wrong when teams don’t share information properly. According to Verita (2025), communication failures contribute to over 30% of preventable harm in integrated care settings. 
To work well together, professionals need to meet regularly, use shared care plans, and be clear about who’s responsible for what (The King’s Fund, 2023). Language support is also important. Since Mrs. Mann speaks Urdu, she often relies on her daughter to translate. Having access to trained interpreters can help to avoid misunderstandings and make sure the patient gets the right care (CQC, 2022).
Problems like missing notes, mixed messages, or different priorities between services can be reduced by using standard forms, clear communication systems and joint training (The King’s Fund, 2023). National guidance encourages services to work together to improve care and reduce inequalities, especially for older people and those with more complex needs (CQC, 2022). Mrs. Mann’s experience shows that working together isn’t just good practice, it’s essential for keeping people safe and helping them to recover.
Conclusion.
Mrs. Mann’s experience shows just how important it is to have clear communication, strong admin skills and good teamwork between professionals when delivering safe, person-focused care. The delays in her treatment happened because the records were patchy and teams didn’t always share information properly. This highlights how problems in the system can directly affect someone’s health, especially for people who face language barriers or have complex needs.
Fixing these issues takes more than just good intentions. It means sticking to legal responsibilities under laws like the Equality Act 2010 and the Data Protection Act 2018, which are designed to make care fair, open and accountable. Good admin helps with this by keeping records accurate, handling personal data safely and making sure services are working together smoothly.
Working together really matters. When everyone knows their role, shares the same care plan and has access to things like interpreters, it helps keep people safe and speeds up recovery. Mrs. Mann’s case shows why it’s so important for care to be joined up, respectful of different backgrounds and done by the book, it can make a huge difference to someone’s health and wellbeing.
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