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1. [bookmark: _Toc1466595408]Introduction
Mrs Thompson is an 84 year old women who lives alone in sheltered housing. She has mild dementia, leading her to sometimes forget her medication. She was recently discharged from hospital after suffering from pneumonia. To provide her with support she receives two domiciliary care calls a day. However, she still missed two days of medication, leading to increased confusion. A report was raised through the service incident process and a medication review has been requested. Another time she was also found outside without appropriate clothing in cold weather. This case is being reviewed by the local council.

In this report we will look at Mrs Thompsons case to discuss the importance of communication skills, administrative skills and collaborative working. 

2. [bookmark: _Toc1737504327]Importance of effective communication
Care professionals work to help individuals who are often at their most vulnerable and need support. Positive first interactions are essential for building trust, encouraging service users to discuss their needs and preferences, and enabling professionals to provide safe, person-centred care (Barnard et al., 2023). Berlo’s Communication Model (1960) explains that effective communication depends on the sender, message, channel and receiver. Care professionals must communicate in a way the service user can understand to build trust and promote positive outcomes (Novak, 2019). Poor communication can leave service users feeling unwelcome, preventing them from sharing important information about their needs and potentially discouraging them from using support services (Barnard et al., 2023).

Effective communication involves more than speaking. It includes active listening, non-verbal communication, patience, awareness of cultural differences and overcoming language barriers (Toersan, 2026). Around 1 million people in the UK are unable to speak English well, or at all (National Health Service [NHS], 2025). Language barriers can prevent service users from receiving appropriate care, leaving them feeling uncomfortable and unable to make informed decisions (Toersan, 2026). To overcome this, a service user's preferred language should be recorded in their care plan, and care agencies should provide carers who speak that language where possible. If this is not possible, professional interpreters should be used to ensure accurate communication and understanding (Care Sync Experts, 2026).

The Equality Act 2010 requires health and social care providers to make reasonable adjustments so that people with protected characteristics, including disabilities, are not disadvantaged. Mrs Thompson's mild dementia is recognised as a disability under the Act. Care professionals should therefore adapt their communication by using clear, simple language, repeating key information, checking her understanding and providing reminders about her medication where appropriate. These adjustments help ensure she receives equal access to care while maintaining her independence.

Care professionals must also recognise the impact of cultural differences on communication. Factors such as religion, ethnicity, language and sexual identity may influence a person's preferences, beliefs and expectations of care. By communicating with the service user and, where appropriate, their family, professionals can gain a better understanding of these needs and provide respectful, person-centred care (Care Quality Commission [CQC], 2025). Cultural beliefs may affect areas such as diet, daily routines or personal care (CQC, 2024).

Berlo's Communication Model also highlights that a person's culture, attitudes and background influence how messages are interpreted (Novak, 2019). By adapting communication to meet each individual's needs, carers can build trusting relationships, support informed decision-making and improve the quality of care, helping service users feel valued, respected and involved in decisions about their own care.

3. [bookmark: _Toc1783531246]Importance of good administrative skills
Administrative skills are essential in care work because they help ensure service users receive safe, effective and continuous care while reducing the risk of mistakes made by carers and other organisations (Reamer, 2005). 

Accurate record keeping is one of the most important administrative responsibilities in health and social care. Care records should be up to date, factual and completed right after the care has been provided to avoid mistakes (Social care institute for excellence, 2021). These records include care plans, risk assessments, accident reports, medication charts, and daily notes. Accurate documentation ensures all professionals involved understand a service user’s needs, preferences and any changes in their condition, enabling consistent care even when different carers are involved (Worthington, 2026). In Mrs Thompson's case, accurate record keeping is essential because she has mild dementia and sometimes forgets to take her medication. When she missed two days of medication and became increasingly confused, this was recorded through the organisation's incident reporting process. The documentation allowed care staff to recognise the change in her condition, understand the risks, and request a medication review. It also allows professionals to monitor her condition and identify whether interventions are needed.

Poor record keeping can result in medication errors, missed treatments, failure to identify changes in a person's health, increasing safeguarding risks. It can also damage an organisation’s reputation and lead to regulatory penalties or legal action (Reamer, 2005). If Mrs Thompson’s missed medication or the incident where she was found outside without suitable clothing had not been documented, professionals may not have recognised the increasing risks to her health and safety, delaying appropriate action, increasing the chances of further harm, and could have potentially resulted in safeguarding failures.

The Data Protection Act 2018 and the UK General Data Protection Regulation (UK GDPR) set out the legal requirements for collecting, storing and sharing personal information. Care organisations must ensure that personal data is accurate, used only for legitimate purposes, stored securely and accessed only by authorised individuals. Confidential information must be protected whether it is held electronically or on paper (UK Government, no date).

Care professionals must also follow the Eight Caldicott Principles, which promote the safe and appropriate sharing of confidential information. The principles state that information should only be shared when necessary, only the minimum relevant information should be disclosed, and access should be limited to those who need it. They also emphasise that information should be shared when it is in the service user’s best interests to support safe and effective care (National Data Guardian, 2020).

Mrs Thompson's information needed to be shared with healthcare professionals, domiciliary care staff, and the local council. This should be done in accordance with the Data Protection Act 2018, UK GDPR, and the Caldicott Principles, ensuring only relevant information is shared with authorised professionals while maintaining her confidentiality,

4. [bookmark: _Toc1489069520]Importance of working collaboratively with other professionals
In the care sector, collaborative working is essential because it enables service users to receive effective, person-centred care that meets all their needs (Babiker et al., 2014). Professionals from different services can share information, make joint decisions and coordinate support to improve outcomes. Effective collaboration also reduces risks and promotes safe, consistent care across all organisations involved (Subramanian, 2025).

Multi-agency working is particularly important because service users often require support from a range of professionals, including carers, GPs, nurses and physiotherapists. By working together, these professionals can meet a person's physical, emotional, psychological and social needs. Collaboration is especially beneficial for individuals with long-term conditions or disabilities, ensuring they receive timely and coordinated care (Primerose Carers, no date).

One of the main ways professionals collaborate is through shared care plans. These include personal details, medical information, care needs, daily routines, agreed interventions, emergency contacts and the responsibilities of each professional. Shared care plans ensure everyone involved understands the individual's needs while respecting their preferences. They also allow professionals to monitor progress, review outcomes and update support when circumstances change (NHS, no date).

Regular communication is also essential for effective teamwork. Professionals communicate through handovers, meetings, case reviews and secure digital records to share updates about changes in a service user's condition, care needs or treatment. This reduces the risk of duplicated work, conflicting advice and important information being missed, helping to provide safe and coordinated care (Verwijs et al., 2020).

Despite its benefits, collaborative working can be challenging. Different organisations often have their own policies, priorities and ways of working, which can lead to disagreements about the most appropriate course of action. Heavy workloads, limited time, communication barriers and uncertainty about information sharing can also reduce effective teamwork and delay decision-making.

These challenges can be overcome through mutual respect, clearly defined roles and responsibilities, and open communication between professionals. Regular multidisciplinary meetings help resolve issues, clarify responsibilities and ensure everyone is working towards the same goals. Training in teamwork, collaboration and the use of secure shared record systems can also strengthen professional relationships and improve communication (NHS Improving Quality, 2014). By focusing on the shared goal of providing safe, effective and person-centred care, professionals can overcome barriers to collaboration and deliver better outcomes for service users.



5. [bookmark: _Toc544711289]Conclusion

This report has shown how effective communication, strong administrative skills and collaborative working are essential to delivering safe, person-centred care. Clear and effective communication helps professionals understand a service user’s needs, builds trust and helps them make informed decisions, particularly for individuals with dementia. Accurate administration, including timely record keeping and incident reporting ensures that changes in a person’s condition are recognised quickly and appropriate action can be taken to reduce risks. Collaborative working allows professionals from different organisations to share information, coordinate interventions and provide consistent support that meets the individual’s physical, emotional and social needs. Mrs Thompson’s case highlights the importance of recognising early signs of deterioration, responding promptly to concerns and ensuring that all professionals work together effectively. Demonstrating that communication, administration skills and effective collaboration are fundamental to safeguarding vulnerable individuals, promoting independence and improving overall care outcomes.
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