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Introduction
Health and social care services in the United Kingdom strive to provide safe, person-centred, and effective care to clients with different levels of health and social needs. Care is said to be effective when there is effective communication, record keeping, and collaboration with other agencies for the protection and well-being of service users (World Health Organisation, 2017). This report will discuss the case of Mrs Thompson, an 84-year old lady suffering from mild dementia who was admitted in the hospital due to Pneumonia and later discharged. The report will highlight the significance of communication within her care, including communication with Mrs Thompson and her family members regarding equality and individual needs. Record keeping and data protection within her care will also be discussed. The report will finally discuss multi-agency working within her care.


Importance of Effective Communication within Mrs Thompson’s Care
One of the most basic things when practicing health and social care in a safe way that focuses on the person is the communication (Skills for Care, 2023). It becomes especially important in case of Mrs Thompson who has to cope with mild dementia. Therefore, poor communication between professionals, Mrs Thompson herself and her family may result in problems like taking wrong medication, making health conditions worse or creating any safeguarding issues (Social Care Institute for Excellence, 2022).
When communicating with Mrs Thompson, all healthcare and social care professionals need to tailor their style according to Mrs Thompson’s personal features. They should speak clearly, give enough time for response, avoid complicated medical jargon. Also, they should show active listening through making eye contact, showing empathy and understanding (Egan, 2014). What is more, person-centred approach is vital in this case since it treats Mrs Thompson as an individual with particular values and preferences and not as a disease patient. According to Rogers (1961), communication presupposes empathy, respect and acceptance which can build up trust between professionals and clients.
While working with the relatives of Mrs Thompson, professionals need to ensure that their confidentiality is maintained during the communication process and that they are involved appropriately in the process of decision making (Data Protection Act 2018, 2018). Relatives might provide useful information regarding any changes that might have occurred in the behaviour, drug intake, and preferences of Mrs Thompson. However, the provision of such information should be done in an appropriate manner. In cases where Mrs Thompson has mental capacity, her preferences and consent should be at the forefront of decision making (Care Act 2014, 2014).
The equality act of 2010 is applicable while working with Mrs Thompson. The equality act 2010 protects an individual from discrimination on grounds of any protected characteristic, which includes age and disability (Equality Act 2010, 2010). Given the fact that Mrs Thompson suffers from dementia, professionals need to ensure that reasonable adjustments are made in order to facilitate her ability to communicate and receive information (Equality Act 2010, 2010).
One communication model that can support effective practice is the SOLER model developed by Egan (2014). SOLER encourages professionals to:
• Sit squarely facing the individual;
• Maintain an open posture;
• Lean towards the person appropriately;
• Maintain eye contact;
• Relax during communication.
By adopting this method, Mrs Thompson could feel appreciated, respected, and listened to (Egan, 2014). For instance, when talking about the missed medications, care staff should refrain from blaming her but try to find out the cause of the problem. In this case, a positive discussion could reveal if she requires some prompting with regard to medications, or if a review of her medications is needed.
In conclusion, good communication is important for ensuring Mrs Thompson gets dignified, risk-free, and personalised care (Skills for Care, 2023).

Importance of Good Administrative Skills within Professional Practice in Mrs Thompson’s Care
Effective administration is a key requirement within health and social care as it ensures safety, accountability, continuity of care and effective decision making (Nursing and Midwifery Council, 2018). In the case of Mrs Thompson, administration is vital taking into consideration the woman’s condition, issues related to medication, discharge from the hospital and possible safeguarding. Poor administrative practice may cause the omission of vital information, putting Mrs Thompson at increased risk of harm (Social Care Institute for Excellence, 2022).
Documentation is one of the major tasks for health and social care workers. Records should offer detailed and up-to-date information on care provided to the service user and include assessments, care plans, medication charts, incidents and inter-professional communication (Nursing and Midwifery Council, 2018). In the case of Mrs Thompson, the issue of missing medication needs to be recorded using the relevant procedure for incident reporting in the organisation. It will allow healthcare workers to identify possible trends, investigate the causes of the problem and implement required intervention, for example, carrying out a review of the medication.
The significance of keeping good records is further emphasised by professional guidance documents such as the Nursing and Midwifery Council Code which indicates that practitioners need to keep accurate and up-to-date records related to care and treatment (Nursing and Midwifery Council, 2018). Though Mrs Thompson is not receiving nursing care, rather domiciliary care, the concepts of accountability and good record keeping are relevant to any health or social care setting. Good records will guarantee that professionals, including a GP, community nurse and carers, will have the same information at their disposal and be able to make an informed decision.
The Data Protection Act 2018 along with the UK General Data Protection Regulation (UK GDPR) regulate personal information protection (Data Protection Act 2018, 2018). Health and social care organisations deal with sensitive information, thus it is the obligation of the organisation’s employees to guarantee that information of Mrs Thompson is collected, processed and transferred safely. Personal information may be accessed only by those professionals who need it for their work. Thus, information regarding her difficulties with medications may be provided only to those professionals involved in her care and treatment (Data Protection Act 2018, 2018).
Confidentiality, accuracy and security are some of the important principles that have to be adhered to while managing Mrs. Thompson’s records (Data Protection Act 2018, 2018). Information held electronically should be password protected, while the paper record should be kept safe. It is also the responsibility of professionals to adhere to organisational policy on information governance. But, there should also be a balance between confidentiality and safeguarding. In this case, Mrs. Thompson was spotted outdoors without the appropriate dressing in cold weather. Therefore, it may be necessary to provide the information to safeguarding team to protect her (Care Act 2014, 2014).
Other relevant policy frameworks include the Care Act 2014 that places duty on local authorities to carry out an assessment, prevent harm and safeguard adults at risk (Care Act 2014, 2014). The situation of Mrs. Thompson brings about the importance of good administrative skills in detecting such situations and taking action (Social Care Institute for Excellence, 2022).
In general, good administrative skills make professionals offer better coordination and legally acceptable care. Information management leads to proper communication between the agencies for the benefit of Mrs. Thompson.

Importance of Collaborative Working with Other Professionals Involved in Mrs Thompson’s Care
Cooperative working is very important in health and social care as individual needs are usually complicated, and therefore require input from more than one professional. In the case of Mrs Thompson, there are many services such as the GP, community nurse, domiciliary care staff, hospital services, and maybe the safeguarding team from the local authority. Working in partnership ensures that the care offered is well-coordinated and focuses on her safety, independence, and wellbeing.
Using a multidisciplinary approach enables the professionals to offer their expertise. For instance, the GP will be able to assess her medical needs as well as medications. The community nurse will help in assessing her progress after having pneumonia. The domiciliary care workers will observe her on a daily basis and note any changes in her behaviour, mobility, or ability to do her activities independently.
Effective collaboration involves good communication, respect for each other, and defined roles. Multidisciplinary meetings, coordinated care plans, and efficient information exchange systems could help with this. Professionals should also include Mrs Thompson in the decision making process in her care wherever possible. 
Nevertheless, multi-agency work involves certain difficulties. The organisations could have conflicting agendas, communication systems, and professional styles. Delayed information exchange could put patients at risk, especially vulnerable adults. This problem could be alleviated by an efficient referral process, leadership, communication, and training of staff members.
Another issue may revolve around the need for striking a balance between independence and protection. It is important to ensure Mrs. Thompson’s desire to live independently is honoured, but it is equally important for professionals to ensure that risks such as the risk of medication mistakes are minimised. The Care Act 2014 encourages professionals to strike a balance between protection and the right of individuals to make their decisions.

Working collaboratively ensures Mrs. Thompson gets holistic care through collaboration.

Conclusion
In summary, the case of Mrs Thompson emphasises the significance of proper communication, administration, and partnership within the health and social care sector. Effective communication is needed to understand her requirements, show dignity towards her and involve her in making decisions regarding her well-being. Proper implementation of equality policies and effective use of communication strategies will assist in overcoming obstacles related to dementia (Equality Act 2010, 2010). The application of effective administrative skills that include record keeping and handling information securely will lead to good practice and compliance with legislation like the Data Protection Act 2018 (Data Protection Act 2018, 2018). Besides, the cooperation of the professionals will result in the ability to collaborate with various services and deal with risks properly (World Health Organisation, 2017).
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