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Mrs Mann Case Study:
 Mrs Mann is 72-year-old women who has recently been discharged from the hospital prior to having hip replacement surgery. She lives alone in her own home and receives care twice a day to support with personal care and mobility. Mrs Manns first language is Urdu, which is explained that she has very limited English understanding so she is often relying on her daughter to interpret. Her Care involves several professionals including GP, care workers and a community physiotherapist. There has been concerns raised about unclear communication between professional’s and unreliable documentation which has led to a delay in medication for Mrs Mann. This report explores the importance of effective communication, administrative skills and record keeping, and collaborative working all in the context of Mrs Manns care. 
Effective communication is important to be able to deliver safe and person-centred care. Poor communication leads to errors and misunderstandings causing many safeguarding risks such as patient engagement and medication errors. In Mrs Mann’s case having inconsistent documentation contributed negatively to a delay in medication adjustment which highlights the risk of poor administrative practice.
One communication Model that is Affective in Mrs Manns care is Berlo’s communication model (1960) it reflects on effective communication and highlights the importance of the source, message, channel and receiver during a communication process (Berlo, 1960). The channel is important to Mrs Manns care as the communication involves having a verbal discussion through interpretation due to her limited English understanding, the receiver refers to Mrs Mann whose language and cultural needs must be considered and understood by professionals. Using this model reduces the risk of misunderstandings and supports Mrs Manns involvement in her care plan. 
The data protection Act 2018 sets out the legal requirements for how personal data should be handled, ensuring information is used lawfully, not breaching confidentiality and is kept secure (Department of Health and social care, 2018). All professionals relevant to Mrs Mann’s care must confirm her records are up to date and is shared with the GP and physiotherapist; With the correct consent given that Mrs Mann relies on her daughter for interpreting.  
The Equality Act 2010 is Relevant to Mrs Mann’s Care as healthcare providers have a legal duty of care under the equality Act (2010), to make suitable decisions and adjustments for individuals with protected characteristics such as age and disabilities. Having the correct administrative skills supports this duty of care by ensuring that all medical appointments, referrals and care plans are structured and organised in a way which is accessible to Mrs Mann’s needs. For Example, ensuring information is communicated effectively can help Mrs Mann feel more engaged with her care. When the correct regulations are not considered this may create barriers for Mrs Manns care which can increase the risk of inequalities negatively affecting her Care Results. 
The NHS records Management code of Practice sets out clear standards for maintaining a high quality of clinical records which emphasises the importance of accuracy and timelines for clear documentation (NHS England, 2023). When this guidance is followed it supports effective communication between professionals and helps maintain a good level of care, In Mrs Manns case her records show weakness in this code of practice as information wasn’t shared accurately between other services which delayed decision making which affected how her care was managed appropriately. This highlights that not following the correct guidelines and procedures has a direct impact on the safety of a patients care especially vulnerable individuals with complex needs. 
From a governance perspective, CQC regulation 17 highlights the importance of good governance, including having effective systems in place for good record keeping, risk management and quality assurance (CQC, 2023). When these standards are not met, there is a potential risk of unsafe care and regulatory action. Ensuring Documents are accurate plays a key role in safeguarding as it ensures concerns are recorded and escalated so it can be acted on appropriately. 
Reflective Practice, using Gibbs’ reflective cycle, can support improvements in administrative skills by encouraging professionals to acknowledge documentation errors so they can identify the errors which have occurred and implement changes in practice (Gibbs, 1988). Reflection is useful for professionals so they can recognise where records were inaccurate to prevent from these issues happening in the future. This is essential for developing professional accountability and protecting service users like Mrs Mann from mistakes to give the best care. 
Administrative practice plays a vital role in safeguarding service users and ensuring endurance of care. Ensuring documents are accurate and in the correct timing allows healthcare providers to share information effectively and efficiently which reduces the risk of errors and delays in treatment (NHS England, 2023). In Mrs Mann’s case there was a weakness in record keeping which caused delays with administering medication. This suggests not having the correct administrative training or skills influences patient safety. All Healthcare professionals have a duty of care to follow the correct national guidelines and policies to ensure that patients records are consistently up to date. Having strong administrative systems promotes accountability and helps ensure that care is being provided safety and effectively. 
 Collaborative working is essential in ensuring that individuals with complex needs receive safe, effective and coordinated care. Multi agency working involves relevant healthcare providers sharing information and responsibilities when making decisions to meet the needs of service users in a professional manner (NHS England, 2022). For Mrs Mann, collaborative working is important due to her age, limited mobility, language barriers and her reliance on other supportive services, this means there needs to be a coordinated system to ensure all professionals are in contact and Mrs Mann receives effective care. 
Furthermore, professionals involved in Mrs Manns care include her GP, physiotherapist, community nurses and her family, according to the Care quality Commission Act (2023), ensuring that there is effective collaboration between these professionals helps to ensure documents such as her care plans, medication updates and rehabilitation goals are communicated efficiently between these professionals. Collaborative working ensures patients safety is maintained and reduces delays and incorrect information. 
However, there can be some challenges professionals may face when collaborative working. In Mrs Manns case there was a lack of information sharing and inconsistent records of her care which caused delays in her medication management, this demonstrates the issues there may be in collaborative working with other professionals and family members this how it can affect a patients care. NICE (2018) highlights that relying on family members for interpretation isn’t always used appropriately and it can increase the risk of miscommunication implementing that Mrs Manns involvement in her care may be limited when it comes to decision making within her care. 
In addition to this, it is possible to overcome these challenges, professionals can do so by engaging in regular multidisciplinary discussions and using shared record systems to ensure all information is updated promptly. To Promote Accountability and have an efficient collaborative team professionals should ensure their clear roles and responsibilities across their services (Department of Health and social care, 2019). Furthermore, reasonable adjustments should be made, instead of relying on family members to interpretate there should be a professional interpreter to support Mrs Mann to ensure she haas the best available care she needs.  Effective collaborative working ensures her care is person centred and coordinated properly. 
In conclusion, this assignment has explored the importance of effective communication, administrative skills and collaborative working in supporting safe and person-centred care whilst using Mrs Manns case study. Effective communication is essential in ensuring that service users are understood and involved in decisions within there care. In Mrs Mann’s case there is language barriers which caused her to be reliant on family which highlighted the importance of clear informed communication. The use of Berlo’s model elaborates how communication can be adjusted to reduce the risk of misunderstandings and mistakes which in lines with the equality act 2010. 
This Assignment also explored the role of administrative skills and accurate record keeping. It has been shown that poor documentation had a decline on Mrs Mann’s care which caused delays in medication management which increased risks to her safety. This Highlights the importance of professional accountability following national policies and guidelines such as the NHS Records Management code of practice to ensure continuity of care. 
Finally, the importance of collaborative working was discussed. Effective multi agency working supports information sharing, accountability and safeguarding ensuring care is coordinated amongst services. When the three topics that has been discussed are effective and has been implemented efficiently the outcome for service users such as Mrs Mann are improved and care is delivered safety and efficiently.  
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