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Introduction:

This report focuses on Mrs Mann, a 72-year-old woman, who has recently been discharged from hospital following a hip replacement surgery. As she lives alone, she relies on receiving support from care workers daily, her GP and a community physiotherapist. However, there has been recent issues with incomplete documentation and a delayed medication change highlight the importance of clear communication. Mrs Mann’s limited English and reliance on her daughter for interpretation highlights the need for clear communication. This report will explore three areas of her care: the importance of effective communication with Mrs Mann’s care, the importance of accurate record keeping and administrative skills, and the importance of working collaboratively with other professionals. Each of the sections will help to show how Mrs Mann’s safety and well-being is being supported. 

The importance of effective communication in the context of Mrs. Mann’s care:

Effective communication is essential in ensuring safe and effective care for Mrs Mann. Since her first language is Urdu and she speaks limited English, there is a language barrier which can easily be misunderstood or reduce involvement with others in her care. The Equality Act 2010 is a legislation that makes it unlawful to discriminate against someone because of certain personal characteristics including age, race, religion, or belief etc. (Swindon Borough Council, 2025). In Mrs Mann’s case, this means using interpreters, providing translated information or adjust how communication is given in order to meet her needs. 

Berlo’s S-M-R-C model of communication is a linear model of communication which suggests communication is the transfer of information between 4 key steps. These steps include Source, Message, Channel and Receiver. 
The Source of the sender puts their thoughts into words and sends the message to the receiver, such as a nurse or a caretaker. This is through the help of communication skills, right attitude, and correct knowledge. 
The Message is what the source wants to say, for example an update regarding medication or personal care. It should be short and accurate to avoid confusion.
The Channel is the method used to send the message which could be through written notes, verbal communication, gestures, or pictures. Berlo’s S-M-C-R model identifies all our senses as channels therefore choosing the right channel is important in Mrs Mann’s care. For example, care workers or nurses could write simple reminders in Urdu, so it is easier for Mrs. Mann to understand or use pictures of exercises she should do. 
The Receiver, the final step, is the person getting the message which in this case would be Mrs Mann, her daughter, or any other professional involved in the care. The receiver should involve the same elements as the source and have the same communication skills, right attitude, and correct knowledge. To confirm if the message has been given correctly, the receiver should check Mrs Mann’s understanding of what has been said. 
Using Berlo’s communication model can help staff to understand how and at what stage communication can fail and how to make it more effective. 

In Berlo’s communication model, communication is essential when getting the correct message across so if a care worker talks too fast, uses complex language, or only communicates in English, Mrs Mann might feel confused about what is being said. Using simple and familiar words or physical materials such as pictures or translated instructions would help to make communication easier to understand. 

Although Mrs Mann’s daughter acts as an interpreter, relying on family members to translate important information may be risky. The NHS discourages relying on family, friends, or unqualified interpreters to act as ‘interpreters’ because this may affect accuracy, confidentiality of information and would not be considered good practice (Mein, E. 2024). 

The delay in Mrs Mann’s medication changed because of the poor communication between the GP, physiotherapist, and care providers. The SBAR tool which highlights the Situation, Background, Assessment and Recommendation helps professionals to share clear and structured information to ensure there is no miscommunication (Shahid, S, Thomas, S. 2020). 

The importance of good administrative skills and record keeping in the context of Mrs. Mann’s care:

It is vital to have good administrative skills and be able to accurately keep records as this ensures safety when delivering care. In Mrs Mann’s case, there had been inconsistent communication and documentation which led to a delay in adjusting her medication. NHS England (2022) state that missing, inaccurate, or non-standard information can lead to inconsistent care, or risk the quality and safety of care delivered. Therefore, it is important to ensure effective record keeping which are clear, complete, and accessible to all healthcare professionals involved in Mrs Mann’s care. 

The Data Protection Act (2018) and UK General Data Protection Regulation (UK GDPR) governs how personal data should be managed (UK Government, 2025). Healthcare professionals are responsible legally and ethically to ensure Mrs Mann’s information is being used fairly, lawfully and transparently, used for a specified purpose, used in a way that is adequate and relevant to what is necessary, data kept up to date and stored securely to prevent unauthorized access (UK Government, 2025). 

Good record keeping involves documenting the care given accurately, clearly and in a timely manner. According to the Nursing and Midwifery Council (NMC, 2018), records must be completed as soon possible after an event and must be signed, timed, dated and accurate. Examples of records include assessments, changes in the patient’s condition, the care delivered and communication with other healthcare professionals. In Mrs Mann’s case, this means accurately recording her pain levels, medication times, and her rehabilitation progress so all members involved in her care can access up-to-date information. 

Good administrative skills also demonstrate professionalism and accountability. The CQC (2023) states that “if it’s not written down, it didn’t happen”, which shows the importance of documentation as legal evidence. Keeping accurate and up-to-date records on Mrs Mann’s care ensures everyone involved understands what has been done and what aspect still needs attention. Accurate documentation ensures safety and quality which helps to prevent future incidents like the medication delay in Mrs Mann’s care. 

Discuss the importance of working collaboratively with other professionals involved in Mrs. Mann’s care, such as physiotherapist, GP, and care workers:

Working collaboratively with other healthcare professionals is essential when delivering safe and person-centered care to Mrs Mann. In Mrs Mann’s case, her care involves different healthcare professionals including a GP, physiotherapist, and care workers. Each professional plays an important role within her care; the GP manages Mrs Mann’s medical needs, the physiotherapist helps her rehabilitation process, and care workers help with person-centered care and mobility at home. Mrs Mann’s care becomes more effective and coordinated once these healthcare workers communicate collaboratively towards her care. 

Collaboratively working helps to reduce the risk of errors such as the delayed medication Mrs Mann experienced in her care. By having open communication and sharing care planning, it helps healthcare professionals to respond quicker to changes in her condition. For example, if her physiotherapist notices increased pain during sessions, they can update her GP who can then review and increase her medication or do further assessments to figure out the cause of her pain. 

As mentioned before, the SBAR communication tool helps to encourage clear and effective communication between healthcare professionals. Also, regular meetings between Mrs. Mann’s multidisciplinary team helps to make sure all members of the team are informed of important information and allows them to ask questions regarding her care if necessary. 

On the other hand, working collaboratively can be challenging when the workload of healthcare professionals is high or if they work for different organisations. This can lead to miscommunication, delays in record sharing or maintaining records which can then lead to poor care being given to service users like Mrs Mann. These challenges can be avoided by clearly stating what needs to be achieved, sharing ideas, and planning how information needs to be exchanged. 

Overall, working collaboratively between the GP, physiotherapist and care team will help to continuously support Mrs Mann’s through her recovery and improve her well-being and safety at home. 

Conclusion:

In conclusion, Mrs Mann’s case highlights the importance of having clear communication, keeping accurate records, and effectively collaborating with healthcare professionals to ensure safe care is being provided. By communicating in a way that respects her language and cultural needs, whilst also involving her family when making decisions, supports her dignity and makes her feel involved. Records should be kept in a detailed and accurate manner in line with the Data Protection Act 2018. Collaborating with her GP, physiotherapist and care team helps to promote understanding and shared action within her care, preventing delays or errors. Mrs Mann’s recovery and overall well-being will be supported by having healthcare professionals who have strong communication skills and who work collaboratively to provide person-centered support. 
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