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Executive Summary
This report has been based on the case study of Mrs. Mann, an Urdu-speaking, aged woman, who has undergone hip replacement surgery. It has been revealed that effective communication is important in this case to improve care outcomes. In this context, applying the principles underpinned by the Shannon-Weaver communication model has been found to be useful. To maintain patient information confidentiality, adhering to the UK Data Protection Act 2018 is found to be important. In addition, the collaborative and coordinated care approaches between the healthcare professionals can lead to reaching expected health outcomes for Mrs. Mann.
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[bookmark: _44zgx4f0xn75]Introduction 
Clear and effective communication, along with coordinated collaboration between health professionals, and improved healthcare administrative processes, are antecedents of effective person-centred care, the positive consequences of which are visible through improved patient care outcomes. The case study has revealed that Mrs Mann is an Urdu-speaking woman of 72 years of age, who has recently undergone hip replacement surgery. To optimise her rehabilitation outcomes, while supporting her safety, independence, and dignity, the above-mentioned are key elements while planning the caregiving approach for Mrs Mann. In this context, the present report will examine three distinct aspects of professional healthcare practice relevant to this case study. One is the significance of effective communication with the patient and her family members in line with the Equality Act 2010 to improve patient care outcomes. The second one is the importance of maintaining accuracy in patient record keeping in line with the Data Protection Act 2018. The last one is the importance of collaborative and coordinated working between health professionals to facilitate desired caregiving outcomes. 
[bookmark: _xpjoonufewdl]1. Discuss the importance of effective communication within the context of Mrs Mann’s care.
[bookmark: _oqy5pf916nbn]Research has underscored that effective communication not only supports delivering person-centred care integrated with quality and safety elements but also encourages the patient to participate in the decision-making process regarding healthcare interventions (Lombard, 2021). Younas, Inayat and Masih (2023) have found that several barriers, such as culture, language, and poor health literacy, often undermine the desired patient-centred caregiving outcomes. The underlying principles and guidance provided by the Equality Act 2010 emphasise avoiding any kind of discrimination against a person connected to any protected characteristic, such as ethnicity or race (Mason and Minerva, 2022). Considering this, it is essential for the caregiving professionals from the domiciliary care agency involved in Mrs Mann’s case to promote culturally responsive communication, while making reasonable adjustments in their communication approaches so that the patient does not feel discriminated against based on her protected characteristics.  
[bookmark: _scs6dps5xqf7]To support and promote an inclusive communication process, the Shannon-Weaver communication model can come as a useful framework. The Shannon-Weaver communication model has been developed keeping in mind streamlining communication processes between a sender and a receiver (Communication Theory, 2025). Various components of this model are transmitter, information source, channel, message, noise, information destination, decode, and encode (Communication Theory, 2025). In the present case, the sender is the caregiving professionals, and the receiver is Mrs Mann, further justifying the need of the application of the Shannon-Weaver communication model. The timely application of this model communication framework with the highest level of proficiency can help the caregiving professionals from the care agency to structure their interactions in such a way that the cultural needs, preferences, and concerns of Mrs Mann are heard and met. Likely, the use of open questions and the application of active listening strategies can help Mrs Mann overcome her language barriers while feeling valued and respected simultaneously. Indeed, when there is the presence of a trustworthy caregiving environment involving caregiving service providers and service users, the patient automatically feels satisfied, the manifestation of which can be visible through adherence of the patient to the suggested treatment plan (Russell et al. 2021).
In this context, communication between the caregiving professional and the family members of Mrs Mann is extremely relevant, specifically in the context of the fact that the patient belongs to a different cultural and language background. Empirical research involving qualitative interviews has revealed that when communication between healthcare professionals and patients’ family members is conducted in a way that is right, true, and truthful, getting active and real-time assistance in patient care is more feasible (Bernild, Missel and Berg, 2021). Effective communication with family members can lead to getting assistance from family members in the better interpretation of what the patient says. In addition, constructive and empathic communication with family members can assist the caregiving professionals and doctors involved in this case to have a treatment plan that would not undermine the cultural values and preferences of Mrs Mann and her family. The case study has highlighted the failure of the communication approach taken, as inconsistent record keeping and delay in medication change have increased Mrs Mann’s health risks, further making effective communication management a critical aspect of evidence-based patient care practices. Here comes the utility of clear, consistent, and timely documentation and communication amongst involved healthcare practitioners. 
[bookmark: _mdtwhol7m573][bookmark: _Toc68794611]2. Discuss the importance of good administrative skills within professional practice within the context of Mrs Mann’s care 
In order to augment patient safety, timely and accurate record-keeping is essential, and having a robust administrative process in place can readily help in this area. From the case study review, a delayed medication adjustment is evident, further saying about a compromise in care delivery to Mrs Mann, and administrative failures are attributed to this. Relevant research has claimed that compromised administrative functions can lead to missed nursing care with reduced nurse-assessed quality of care (Labrague, de Los Santos and Fronda, 2022). Here comes the importance of demonstrating good administrative skills, such as written communication, attention to detail, improved time management, and adhering to relevant policy frameworks, such as the NHS Records Management Codes of Practice, 2021, which supports and promotes accurate and timely local record-keeping. 
This policy framework mentioned above, and its underlying principles are directly applicable to public health functions and adult social care delivered or commissioned by local authorities (NHS, 2021). The UK GDPR and Data Protection Act 2018 come into play here with some valuable, important roles to play. The UK GDPR is a key legislation that governs the ways information, personal data, and records are managed. At the same time, the underlying principles of the Data Protection Act 2018 are also extremely relatable to the management of confidential patient records. The UK Data Protection Act 2018 emphasises that records kept and documented must be up to date in nature and accurate, while being processed lawfully (GOV, 2025). Applying a similar approach in the case of Mrs Mann can ensure that the personal health data of the patient is optimally safeguarded. Considering both pieces of legislation, the caregiving professionals involved in the case of Mrs Mann need to undertake and organise DPIA (data protection impact assessments), as this has been emphasised through Section 3 of the NHS Records Management Codes of Practice, 2021. Good record-keeping has a direct link with the Caldicott Principles, according to which, to maintain the highest level of confidentiality of patient information, a ‘need-to-know’ basis must be followed while sharing information (Dickerson, 2022). In accordance, not only the caregiving professional of the domiciliary care agency, but also the GP, the physiotherapists, and even the daughter of Mrs Mann take great care while sharing relevant information. 
[bookmark: _sm5txf97sshl]3. Discuss the importance of working collaboratively with other professionals involved in Mrs Mann’s care, such as the physiotherapist, GP, and care workers. 
[bookmark: _Int_kYoSuyv4]It is revealed from the case study that Mrs Mann is going through a rehabilitation process that includes primary care, physiotherapy-based interventions, and domiciliary support on a daily basis. Here comes the utility of multi-collaboration between the healthcare professionals involved in the rehabilitation process of Mrs Mann. Research has underscored that the utility of the application and involvement of a multi-disciplinary team (MDT) resides in improved safety, reduced duplication, and enhanced person-centred caregiving outcomes (Carrier, Jones and Newbury, 2022). A noteworthy fact is that in community-based rehabilitation programs, when shared care plans are coupled with a coordinated goal-setting approach, this leads to a better understanding of roles and work responsibilities by individual professionals. In this context, certain strategic approaches are suggested here by following which the coordination and collaboration between the GP, the physiotherapists, and the caregiving professionals can be improved and optimised. These are MDT reviews daily, along with clear and transparent issue escalation pathways. In addition, a clear and structured line of communication with provisions for open dialogue can reduce internal team conflicts or the issue of overlapping task responsibilities. It is a proven fact that internal team conflicts often respond to compromised quality of care with undervalued personalised care requirements of a patient (Papathanasiou et al. 2024). Considering this, some strategy implementation would be useful, such as inter-professional training, collaborative agreement between professionals regarding documentation standards, and finally, adopting and implementing a culture of shared accountability. While inter-professional training can help in minimising internal team conflicts, adhering to an agreed documentation method will help in elevating the teamwork outcomes. At the same time, adhering to a culture of shared accountability will enhance accountability-taking behaviour for own actions, leading to minimal errors in patient care approaches.  
[bookmark: _bpv0mkq1dnf9]Conclusion
The case study of Mrs Mann has effectively exemplified the way improved communication, effective healthcare administrative planning, and enhanced collaboration between healthcare professionals are interconnected, leading to more effective person-centred care outcomes. In this context, it is understood that an inclusive communication model is of paramount importance in the case that a patient belongs to a different cultural background with a certain level of language barriers and cultural beliefs. The Equality Act 2010 has emphasised that inclusive treatment is necessary for such a patient. In addition, the UK Data Protection Act 2018 emphasises accurate record keeping ensuring safeguarding confidential patient information. Coordinated working between MDT team members has been emphasised to facilitate zero compromise to the expected quality of care.    
[bookmark: _aq5p0eibx62q]
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