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[bookmark: _Toc233832754]1. Introduction
Effective communication, good administrative procedures and effective multi-agency working are essential in the health and social care sector in ensuring that all service users are safe and secure (Kalkowska et al., 2018). In this report, the following professional needs are explored in relation to the case study of Mrs Thompson who is an 84 year old with mild dementia who has just been discharged from hospital after a period of pneumonia. The case of Mrs. Thompson underscores the importance of a coordinated care plan to manage her health issues and concerns, such as medication adherence and home safety concerns. This report illustrates how the skills of a professional can be vital in providing quality person-centred care, through the use of the relevant legislation such as the Equality Act 2010 and Data Protection Act 2018. In addition, it looks at the intricacies of multi-agency relationships and highlights the essential nature of professional partnership as the key ingredient needed to fill the service gaps between pieces and whole, and safe care and support.
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Effective communication is the foundation of trust and safety within the context of Mrs Thompson's care. Mrs Thompson is an 84 year old woman with mild dementia and may have cognitive variation that requires her care takers to communicate clearly, with empathy and patience. The Equality Act 2010 requires service providers to make "reasonable adjustments" to make sure that people with disabilities, such as cognitive disabilities, are not being put at a disadvantage when accessing a service (Redley et al., 2019). This means practitioners need to adjust the way they communicate with patients, for example, by making medical information more accessible for patients, using pictures as reminders for taking medicines, and maintaining a distraction-free environment, to preserve Mrs. Thompson's dignity and autonomy.
The Sender-Message-Receiver model is a fundamental framework that can be utilised to communicate effectively with Mrs Thompson and her family. This is a model to highlight the importance of the feedback loop in relation to medication management and safety incidents. For example, if Mrs Thompson's domiciliary care worker notices that she has not taken the medications for two days, they have to pass this information on clearly to her GP. In this situation, the sender (carer) needs to encode the message with particular information about the missed doses and how much confused Mrs Thompson is. This information is then received by the GP who decodes it to conduct a medication review.
Interagency communication also needs to be interagency interoperable to guarantee that the message is received and acted on without delay and with accuracy, otherwise it will not be understood (Griffiths, 2022). Communication that is disjoined can create "noise" or miscommunication that may result in serious negative health consequences for the service user. Also important is ensuring that family members are part of the communication process, but again this needs to be done sensitively. They are expected to make sure that any family members are empowered and supported to help with her care, but are also expected to acknowledge her right to confidentiality and autonomy in her care plan. Inclusive and clear communication creates an environment where the service user feels they are being listened to, and service providers are better prepared to meet the changing health needs of the service user. These principles help the practitioner to make communication a proactive strategy that supports a person-centred approach and helps minimise risk.
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In the health and social care industry, administrative competence is crucial for clinical safety and legal liability (Driscoll et al. 2020). In the case of Mrs Thompson, record keeping is an ongoing and documented history of her health care experience – this was important for accurately identifying the risk of her being found in the street in inclement circumstances without correct clothing, and for future health care planning. Effective records create a comprehensive "paper trail", so that all professionals who have contact with her from the GP to the community nurse have access to the latest information.
The Data Protection Act 2018 states that any information that is gathered from Mrs Thompson must be processed in line with the law and in a transparent and secure manner. As the definition of "personal data" is constantly changing in the digital era, practitioners will have to make sure that only authorised users can have access to her sensitive medical history (Purtova, 2018). In addition, practitioners need to be aware of digital ethics; with data becoming key to the platform, there is a delicate balance that needs to be maintained between the accessibility of data for care coordination and the protection of privacy for the person (Isaak and Hanna, 2018). This requires staff to be aware of the requirements for sharing information as they will only share information with others on a "need to know" basis to ensure the trust of the service user is maintained.
Further, the administration systems demand that information be recorded contemporously as events take place, to preserve clinical accuracy. If an incident is serious, these records will form the main evidence of the duty of care that has been followed. With digital governance being the key element of the digital era, it is important for practitioners to engage in a "soft ethics" (Floridi, 2018) approach that focuses on the human elements of care as well as data security. For instance, digital record systems ought to be made to suit the user's unique setting: over time, her improvements and/or deteriorations in health should be tracked (Hildebrandt, 2018). The strictures of her administration would be extremely limited without them, and losing track of the success or failure of the medication reviews, or keeping track of what effect her dementia is having on her daily safety would lead to preventable harm. In summary, good administration practice ensures that the care given is not only reactive, it is informed, evidenced and legal, and is at the heart of professional accountability (Kareem et al. 2022).
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The safety of Mrs Thompson relies on a seamless working pattern between her GP, Community Nurse and the workers with the Domiciliary Care. This is important as no one professional can provide all the support that she requires for her needs which are multifaceted from post-pneumonia recovery to mental decline and environmental safety (Kareem et al., 2022).
Agencies need to develop protocols of sharing information and setting common goals to encourage effective collaboration (Resetar et al., 2020). Regular Multi-Disciplinary Team (MDT) meetings are very effective, as they can help all parties make sure they are working towards the same objectives and understand what each party is responsible for. Yet, the usual problems in such an environment are professional silos and diverging organisational agendas (Waardenburg et al., 2020). Practitioners need to have a 'service-user-first' approach to overcome these. The potential to have inter-institutional trust is cited as the main key to success in multi-agency networks (Driscoll et al., 2020; Wilkinson and Richmond, 2023) in complex situations, like the dynamic changes that occur during a public health crisis.
The use of secure, shared digital platforms and having a primary point of contact can help to reduce communication gaps that can impede emergency responses (Power, 2018; Solomon, 2019). High levels of trust and transparency within teams transform them into “extreme teams” that can deal with the chaotic and unpredictable nature of care for vulnerable adults (Power, 2018). The bedrock of effective, trustworthy, and highly collaborative public administration (Onyango, 2020) is ultimately trust between these institutions. Care for Mrs Thompson becomes cohesive, robust and responsive when solutions to each of these silos are well resolved.
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The report has highlighted that successful practice in health and social care does not only involve clinical actions, but communication and administration as well as collaboration. In Mrs Thompson's case, where communication is tailored to individual needs based on the Equality Act 2010 and administrative records are managed securely in line with the Data Protection Act 2018, there are significant mitigating risks to vulnerable individuals. In addition, the importance of multi-agency partnerships is paramount; it's the "cement" that unites these professional skills. Healthcare professionals can help meet Mrs. Thompson's needs through a holistic, safe, and caring approach whilst following these standards, and in doing so, enhance her quality of life in the midst of her struggles with dementia and health issues. By working together professionally and breaking the laws, the health and social care sector will be able to continue to deliver good and effective care to those who need it the most.







[bookmark: _Toc233832759]References
Driscoll, J., Lorek, A., Kinnear, E. and Hutchinson, A., 2020. Multi-agency safeguarding arrangements: overcoming the challenges of Covid-19 measures. Journal of children's services, 15(4), pp.267-274.
Floridi, L., 2018. Soft ethics and the governance of the digital. Philosophy & technology, 31(1), pp.1-8.
Griffiths, C.T., 2022. Interagency Communication, Collaboration, and interoperability within police services and between police services and other emergency services. School of Criminology, Simon Fraser University.
Hildebrandt, M., 2018. Primitives of legal protection in the era of data-driven platforms. Available at SSRN 3140594.
Isaak, J. and Hanna, M.J., 2018. User data privacy: Facebook, Cambridge Analytica, and privacy protection. Computer, 51(8), pp.56-59.
Kalkowska, D.A. et al., 2018. Associations between pneumonia and residential distance to livestock farms over a five-year period in a large population-based study. PLoS One, 13(7), p.e0200813.
Kareem, A., Liu, H. and Sant, P., 2022. Review on pneumonia image detection: A machine learning approach. Human-Centric Intelligent Systems, 2(1), pp.31-43.
Onyango, G., 2020. Inter-institutional trust and multi-agency networks in anti-corruption efforts in public Administration in Kenya. African Studies Quarterly, 19(2), pp.17-36.
Power, N., 2018. Extreme teams: Toward a greater understanding of multiagency teamwork during major emergencies and disasters. American Psychologist, 73(4), p.478.
Purtova, N., 2018. The law of everything. Broad concept of personal data and future of EU data protection law. Law, Innovation and Technology, 10(1), pp.40-81.
Redley, M. et al., 2019. “Reasonable adjustments” under the UK's Equality Act 2010: An enquiry into the care and treatment to patients with intellectual disabilities in acute hospital settings. Journal of Applied Research in Intellectual Disabilities, 32(6), pp.1412-1420.
Resetar, S. et al., 2020. Guidebook for multi-agency collaboration for sustainability and resilience.
Solomon, M., 2019. Becoming comfortable with chaos: making collaborative multi-agency working work. Emotional and Behavioural Difficulties, 24(4), pp.391-404.
Waardenburg, M. et al., 2020. Paradoxes of collaborative governance: investigating the real-life dynamics of multi-agency collaborations using a quasi-experimental action-research approach. Public Management Review, 22(3), pp.386-407.
Wilkinson, R.K. and Richmond, J.G., 2023. Exploring community level multi-agency communication and collaboration during the emergency response to the covid-19 pandemic. Public Health in Practice, 6, p.100443.


2

image1.png
Prifysgol Cymru
¥ Drindod Dew Sant

J University of Wales
Trinity Saint David




