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1. Importance of Effective Communication

Good communication is Important for delivering safe, person-centred care, and Mrs Mann’s situation demonstrates this clearly. She depends on multiple professionals—her domiciliary carers, GP, physiotherapist, and her daughter—so if information is not passed on effectively, her recovery may be negatively affected. The recent issue with inconsistent notes and the delayed change in medication highlights how communication failures can cause slower treatment, confusion, and potential harm (NICE, 2022).
A significant communication issue for Mrs Mann is the language barrier. The Equality Act 2010 requires services to promote equality, avoid discrimination, and make reasonable adjustments so everyone can access support fairly (HM Government, 2010). For someone like Mrs Mann, this means adapting communication to her linguistic and cultural needs. Reasonable adjustments may include arranging a professional interpreter, providing written information in her first language, using visual prompts, or allocating additional time for explanations (NHS England, 2021). Relying solely on family members for interpretation can lead to errors and confidentiality risks, so professionals should offer a trained interpreter whenever possible (CQC, 2023).
It is also important to involve Mrs Mann’s family appropriately. Her daughter offers valuable support, but information should only be shared with her if Mrs Mann consents, in line with data-protection and confidentiality principles (NMC, 2018). Keeping Mrs Mann at the centre of decisions upholds person-centred care and protects dignity and respect.
Using communication frameworks such as Egan’s SOLER model can help make interactions more meaningful and supportive (Egan, 2014). Simple behaviours—such as sitting squarely, using an open posture, maintaining culturally appropriate eye contact, and showing active listening—help build trust. Combined with clear language, gestures, demonstrations, and teach-back techniques, communication becomes safer and more effective (Silverman et al., 2013).

2. Importance of Effective Administrative Skills
Strong administrative skills are important for delivering high-quality health and social care, particularly for someone like Mrs Mann who receives input from various professionals. Good administration keeps care organised, safe, and person-centred. Accurate, consistent record-keeping is vital, and the problems with inconsistent documentation that caused a delay in changing her medication illustrate how poor administration directly affects safety and wellbeing (HCPC, 2021).
Records must be factual, clear, timely, and kept up to date, as recommended by NICE, the CQC, and professional bodies such as the NMC and HCPC (NMC, 2018; CQC, 2023). For Mrs Mann, effective documentation helps all professionals understand her mobility needs, pain-management plan, communication preferences, and any changes in her condition. When records lack clarity or completeness, important information can be overlooked, leading to unsafe practice (NICE, 2022).
Administrative skills also support communication across the multidisciplinary team. Tasks such as updating the care plan, logging visits, escalating concerns to the GP, and integrating physiotherapy recommendations depend on accurate documentation (CQC, 2023). For someone with a language barrier, it is especially important to document communication needs—such as her requirement for an Urdu interpreter—to ensure consistent support (NHS England, 2021).
These processes must also comply with the Data Protection Act 2018 and UK GDPR, which require health information to be handled lawfully, fairly, and securely (ICO, 2021). Mrs Mann’s records contain sensitive data that should only be accessed by professionals who need it and stored safely using encrypted systems and proper disposal procedures.
Overall, strong administrative practice supports both legal responsibilities and compassionate, person-centred care. Improving documentation, strengthening communication systems, and following data-protection standards help protect Mrs Mann’s rights and ensure safe, coordinated care.

3. Importance of Collaborative Working
Joint  working between the physiotherapist, GP, and domiciliary carers is essential for providing Mrs Mann with safe, coordinated post-operative support. Because she lives alone and  she can not speak very well English, she relies heavily on the team to manage her pain, mobility, daily living tasks, and overall recovery.
Good teamwork ensures information is shared promptly, roles are clear, and changes in her condition are responded to quickly. The delay in adjusting her medication illustrates the risks of poor communication or ineffective teamwork (NICE, 2020).
Structured communication tools such as SBAR help staff share information clearly and consistently (NHS Improvement, 2019). Regular team discussions, including short virtual handovers, support shared decision-making and ensure everyone is working towards the same rehabilitation goals. Clear, accessible documentation ensures the whole team has an accurate picture of Mrs Mann’s needs. Involving Mrs Mann and her daughter helps maintain person-centred and culturally sensitive care (CQC, 2023).
Common barriers to effective teamwork include unclear roles, inconsistent documentation, varying systems across services, and time pressures. Language barriers can make coordination more challenging. Strategies such as clear communication routes, documentation training, allocating a key worker, and using professional interpreters help reduce these challenges (NHS England, 2021). When team members communicate openly and respect each other’s roles, they can provide holistic, coordinated care that supports Mrs Mann’s recovery and independence.

Conclusion
Mrs Mann’s case highlights the importance of coordinated, person-centred care for older people recovering at home after surgery. She relies on multiple professionals and her family, making good communication and accurate documentation essential. In her situation, language barriers and inconsistent records contributed to delays in altering her medication. This emphasises the need for clear communication, strong administrative practice, appropriate interpreter use, and effective collaborative working. By improving documentation, strengthening handover processes, and enhancing teamwork, the care team can prevent similar issues in the future. Overall, Mrs Mann’s experience reinforces that culturally sensitive, well-organised care is crucial to ensuring safety and supporting recovery.
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