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Introduction:
Mrs Mann is an elderly women recovering from hip replacement surgery. The 72-year-old lives alone and receives domiciliary care. They visit her twice a day to assist with mobility and personal care needs. They work collaboratively with her physiotherapist, from whom she receives regular visits and her GP. Mrs Mann has a limited understanding of English, and her spoken language is Urdu. Due to this her daughter often assists with interpretation between Mrs Mann and the care providers. As there has been reports of missed communication and delayed documentation which led to a delay in Mrs Manns medication. This report will look at three aspects which are key to Mrs Manns care. These key factors are effective communication in reference to the Equality Act 2010, good administrative skills, record keeping and collaborative working.
Importance of effective communication.
The Equality Act 2010 was introduced in Great Britain as a way of simplifying all previous legislation relating to anti-discrimination. The Equality Act 2018 was brought in as a replacement for the Sex Discrimination Act 1975, Disability Discriminations 1995 and the Race Relations act 1976. (Fell et al, 2027). The invention of this act meant that it was illegal to discriminate against people based on protected characteristics. These characteristics include:
·  Sexual orientation
· Disability
· Race
· Age
· Marriage 
· Gender reassignment
· pregnancy
· Religion
· sex

Mrs Mann speaks limited English, as her original language is Urdu. Under the equality act it is important necessary steps are taken to ensure that additional services are involved in Mrs Manns care so that she can communicate effectively with her care providers. Clear communications diminish the risk of errors and allow professionals to deliver high quality person cantered care. Previously there has been a breakdown in communication leading to a delay in Mrs Mann receiving her medication. Errors like this can lead to catastrophic complications.
 The responsibility of interpreting conversations between Mrs Mann and health care professionals should not solely fall onto her daughter, who often interprets for her. This can cause stress and added pressure for family members. Those involved in Mrs Manns care should be liaising with interpretation professionals to ensure correct adjustments are made to support her needs. As there has been inconsistent documentation with Mrs Manns care records her family members, under the Equality Act 2010 hold the rights to raise issues without fearing discrimination.
Berlos SMCR (1960).
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Healthcare professionals involved in Mrs Manns care can use the berlo SMCR (1960) method of communication to deliver high quality care. The berlo model of communication states that the source and receiver must be the same. Only then can communication be successful. (CommunicationTheory.org, n.d). The Berlos method is regarded as four separate sections these are, source, message, channel and receiver.
 In Mrs Manns care this would make the healthcare providers such as the GP, domiciliary care agency and the physiotherapist and who interprets for her (daughter) the ‘source’. This means it is their responsibility to converse and relay information to Mrs Mann in an effective way. The ‘message’ is the information that is being shared. In Mrs Manns scenario this could be instruction on how to take medication, day to day care plans and rehabilitation methods. ‘Channel’ refers to the way in which the message is delivered. In Mrs Manns case the healthcare providers are faced with a language barrier. They can communicate with Mrs Mann through her daughter, interpreters or using visual aids. The last component is ‘receiver’, in this scenario Mrs Mann becomes the receiver when professionals consult her about changes with her care plans and medication.
Importance of good administrative skills within professional practise.
When working within the healthcare sector it is important to demonstrate good administrative skills. As stated by, (Healthcare Communication Matters, 2021) good administration is vital part of the NHS. When healthcare providers possess good administrator skills, care for those such as Mrs Mann is significantly improved, bettering their quality of life. Effective administrative skills ensure vulnerable patients receive care that is organised and delivered safely ensuring positive outcomes.
When providing care, it is important to demonstrate good record keeping skills as it is a vital form of communication. It promotes safe practice and allows patients undergoing continuous care to receive high levels of patient centred care. (Royal College of Nursing, 2023). The professionals involved in Mrs Manns care use record keeping as a way of communication. This helps all those involved in her care to work together effectively so that she recovers well and has the best outcome possible. Using these records, they can monitor her progress after hip surgery, manage her medication and overall wellbeing. This is why it is important these records are updated regularly, organised and kept accurate, as a mistake can result in serious consequences for Mrs Manns rehabilitation. The data protection law 2018 ensures Mrs Manns medical records are confidential and stored safely. The CQC regulations and NHS also follows this framework and believes records should be kept private and safe. This ensures only those permitted to and involved in her care can access these records. This also means that under the Data Protection Act 2018 (DPA) and the General Data Protection Regulation (GDPR) Mrs Mann can access her personal records as and when needed. (House of Commons Library, 2025).
According to (GOV.UK 2025), the Data Protection Act 2018 was introduced as a way of controlling how your personal information is accessed and stored. The introduction of this legislation set out clear rules on how government organisations and businesses can use a person's personal information. Under the data protection act 2018 all those responsible for handling personal data must follow these guidelines.
· Information should be relevant and only used when necessary
· Accurate and kept up to date
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· Transparent
· Used fairly and lawfully
· Destroyed once it's no longer relevant
· Kept confidential
Regarding Mrs Manns care the Data Protection Act 2018 ensures her personal information is kept confidential and stored safely. Under this legislation Mrs Manns records are only accessible and shared with those involved in her care. They are regularly updated and safely stored. Clear records aid her care team to communicate with each other. Previously there was a breakdown in communication which meant a delay in Mrs Manns medication. Record keeping allows these mistakes from not occurring as well as holding staff accountable in instances of malpractice. 
Importance of working in collaboration with other professionals.
[bookmark: _Int_xUxx6lrE]Mrs Mann is under the care of multiple healthcare professionals. In order for Mrs Mann to receive the best care the GP, physiotherapist and domiciliary care agency must work collaboratively. By doing this they increase patient care and safety. Working collaboratively means that all those involved in her on going treatment work side by side to achieve a shared goal. In this context the shared goal is Mrs Manns rehabilitation post hip surgery. Working in this way ensures that care is planned according to the patient's best interests. By enabling multiple specialists to work together, they can deliver a higher standard of care, through shared perspective and experience. (Marsden, 2025).
[bookmark: _Int_Fhf6JcQw]When multiple care agencies liaise together many challenges can present themselves, such as a breakdown in communication, unclear job specifics and a delay in sharing patient information. This is why when multiple organisations work together clear communication is important. Regularly sharing information ensures all involved in the patient's care are aware of any changes and updates. Each professional bares their own responsibility towards the patient while remaining respectful to each other. To ensure that everyone is working collaboratively, regular meetings and trainings are held. During this time, they can work out care plans, share records and better understand each other's roles and responsibilities. This directly applies to Mrs Mann as the three organisations involved in her care need to communicate in order for her to recover. A hinderance in this could result in delayed recovery. Teamwork allows this approach to work affectively increasing patient care. teamwork helps solve problems and avoid mistakes. Collaboratively working also requires that the patient and their family are involved in decision making. Applying these approaches helps to keep Mrs man safe and allows her to recover.
Conclusion:
In conclusion, for Mrs Mann to obtain the best outcome from her recovery journey it is crucial for her GP, care workers and physiotherapist to participate in collaborative work. working in this manner ensures Mrs Mann receives safe and tailored care. The combined agencies should engage in regular meetings and training sessions as this helps them create more affective care plans, this will ensure Mrs Manns needs are met. As well as that this way of working will help to minimise mistakes that can arise from multi agency working. Such as unclear instructions, delayed information and misplaced responsibilities. This demonstration of teamwork from the professionals allows Mrs Mann to regain her independence and mobility as her recovery will be managed thoroughly and affectively. The professionals 
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should also work collaboratively with Mrs Mann and her family. They're decisions should be taken into consideration. This will provide overall safe, co-ordinated person-centred care.
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