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Executive Summary
This report discusses the value of effective communication, good record keeping and collaborative working in Mrs Thompson's care. It describes the factors why such practices help to ensure safe, person-centred care, communication between professionals and family members, confidentiality and health and continuity of care.
Introduction
Mrs Thompson is an older person who lives independently at home and needs long-term health and social care support because of several long-term health conditions that impact her daily life and wellbeing. She receives care from a variety of health and social care professionals such as her General Practitioner (GP), community nurse and domiciliary care workers who ensure that her needs are addressed both physically and emotionally. However, effective communication, accurate record keeping and collaborative working are vital to ensure individuals with complex care needs receive safe, as often this type of person needs coordinated support.
The issues of professional practice that are looked at in this report are three-fold in relation to the care of Mrs Thompson. Firstly, it explores good communication practices with Mrs Thompson and her family, in line with the principles of the Equality Act 2010, and a recognised model for communicating (Great Britain, 2010). Secondly, it investigates the importance of good administrative skills, such as the proper maintenance of records, confidentiality and respecting the Data Protection Act 2018 and other relevant industry or professional standards (Birkinshaw, 2019).
Section 1: Effective Communication
· Effective Communication in Health and Social Care
Communication is an integral part of high-quality health and social care practice. It helps professionals to know what physical, emotional and social needs a service user might have and how to provide dignity, respect and person-centered care. With Mrs Thompson, communication is crucial to her health needs assessment, Effective communication can also lower the odds of misunderstandings, lower the risk of mistakes and enhance the satisfaction and health outcomes of patients (Lamb et al., 2026).
· Establishing trust and therapeutic relationships 
 Healthcare professionals should clearly communicate with her, treating her with compassion, honesty and respect, and ensuring that she is comfortable sharing her concerns and preferences. There is also greater confidence in healthcare professionals and an increase in physical and emotional health and wellbeing (Nursing and Midwifery Council (NMC), 2018).


· To communicate with Mrs Thompson and Her Family
They should always adapt communications to suit Mrs Thompson's individual needs. As a senior citizen, she may be losing her hearing, vision, or she might not be as calm, relaxed, or "with it," as a younger person, Professionals should then speak clearly and use simple language, engage eye contact and give ample opportunity for discussion. They should also check for understanding by asking Mrs Thompson to ask any questions or explain information in their own words.
· Communication Barriers
There are several obstacles that could impact Mrs Thompson's communication. She might have trouble understanding information presented verbally, and anxiety or emotional distress may distract her from hearing what you have to say during consultations. Her understanding and memory for health care information may be impaired. Language barriers or limited health literacy may also be a factor among some of the service users, with medical terminology being hard to understand. 
· Strategies for Effective Communication
· Active listening involves listening to Mrs Thompson's concerns, giving her time to speak and not interrupt.
· Empathy assists the professional to acknowledge her emotions and offer emotional support.
· Simple and easy to understand language does not contain the medical jargon that might confuse the information.
· Non-verbal communication (eye contact, facial expression and appropriate body language) supports verbal communication and establishes trust.
· Large print and/or plain English written information can aid Mrs Thompson in remembering important advice.
Application of the Shannon and Weaver Communication Model
The Shannon and Weaver Communication Model is the definition of communication process in terms of a sender, a message, a communication channel, a receiver and feedback. The model also provides an account of how the "noise" affects the interaction.
When the healthcare professional is the sender, such as when explaining care, medication, or treatment, to Mrs Thompson. Mrs Thompson takes the message and gives feedback by asking questions or repeating key information. Checking comprehension and inviting responses from Mrs Thompson can help to minimize miscommunication and maximise communication effectiveness (Weaver, 1963).
· Equality Act 2010 and Inclusive Communication
Under the Equality Act 2010 equality and to be protected from discrimination due to protected characteristics such as disability, race and religion, the Act has a duty on organisations to make ‘reasonable adjustments' to ensure that everyone can access services and information equally.
· Reasonable adjustments that could be mad safety of the child – incident reports.
· Confidentiality and data protection 
· Authorized professionals who provide care to Mrs Thompson should only have access to her personal information. The Data Protection Act 2018 and UK GDPR dictate that personal information must be collected, stored and shared securely and legally. These regulations protect service users' privacy and ensure responsible information management (Erdos, 2026).
· The Caldicott Principles
· The Caldicott Principles promote the safe and appropriate sharing of confidential information. They require professionals to share only the information that is necessary with authorised individuals and for legitimate care purposes.
· Professional Standards
· Healthcare professionals should have clear, accurate and up-to-date records and maintain confidentiality, as mandated by the NMC Code (2018). Providers must also keep secure and accurate records to help ensure safe, high-quality care in line with the CQC Fundamental Standards.
· Consequences of Poor Record Keeping
· Documentation issues can result in medication errors, delayed medication, concerns about safeguarding, and poor continuity of care. It can also lead to a lawsuit or disciplinary actions against the professional. Accurate records are therefore important to help keep Mrs Thompson safe and to allow effective communication between health care professionals.
· Section 3: Collaborative Working
· Importance of Multidisciplinary Working
· Health and social care are a collaborative working because this allows professionals from various disciplines to work together to address service users' complex needs. For Mrs Thompson, multi-disciplinary working means that her physical, emotional and social needs are met, working together as a team, with a person-centred approach to care. Professionals can give safe, effective and ongoing support through sharing knowledge and expertise, resulting in better health outcomes (Lamb et al., 2026).
· Roles of Professionals
· Mrs Thompson is cared for by several professionals. The GP assesses health problems, prescribes medicine and arranges medical care. The community nurse keeps track of her health, cares for long-term health problems, and delivers clinical services at home. The care staff working at your home provide you with support for personal needs and food preparation and daily living skills. The social worker evaluates the need for care and arranges for the necessary social care services. Mrs Thompson is supported by an occupational therapist who has advised her on what equipment and home changes she may need to help her to be as independent as possible, and by a physiotherapist who has taught her to improve her mobility, balance and strength with rehabilitation exercises. 
· The advantages of working collaboratively
· Working together can offer Mrs Thompson integrated care, which focuses on all areas of her wellbeing. It promotes shared decision making, helps to facilitate communication amongst professionals and helps to ensure consistent care plans. Collaborative working also enhances patient outcomes, minimises unnecessary admissions to hospital and ensures continuity of care, with everyone having access to relevant information.
· 
· Collaborative Approaches 
· There are a bunch of methods to encourage decent working practice, like MDT meetings multidisciplinary team stuff, shared care plans, electronic health records, and regular communication with person centred care planning. These enhance coordination and facilitate good decision making.
· However, there are a few issues that can arise in collaborative working: Communication issues; issues involving the sharing of information; unclear professional roles; heavy workloads; different organisational priorities. Such problems may impact on the quality and continuity of care. 
· Conclusion
· Finally, for the provision of safe and person-centred care, the importance of effective communication, accurate record keeping and collaborative working with Mrs Thompson is crucial. Good communication fosters trust and aids in informed decision making, and accurate records maintain continuity of care and confidentiality. Coordinated working between health care professionals allows for better health outcomes and coordinated support. The practices combine to ensure Mrs Thompson's care is of the best quality, safe and effective, and contributes to her wellbeing. 
e for Mrs Thompson includes providing her with information in a format that she can access, allowing her more time to consult, and using communication aids, if needed.
Section 2: Administrative Skills and Record Keeping
· Importance of Good Administrative Skills
Safe, effective and person-centred care is dependent on good administrative skills. For Mrs Thompson, if they can be administered accurately, her health can be monitored by healthcare professionals and decisions can be made with her in mind. This too supports accountability and quality of care (CQC, 2023).
· Accurate Record Keeping
All healthcare professionals should ensure they keep accurate, clear and timely records of all care provided. Accurate records can contribute towards continuity of care and minimise the risk of error (NMC, 2018).
· Types of Records
The main records used in Mrs Thompson's care include:
· Care plans – outline her care needs and goals.
· Medication Administration Records (MAR) – document when and why medicines are being administered and document the medicines that were administered.
· Risk assessments – identify risk factors (e.g. falls, pressure sores).
· Daily notes – note health and wellbeing changes.
· Documentation of accidents, medication error or any concerns relating to the 
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