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Introduction

Better communication, good record-keeping and teamwork are all key in health and social care (NHS England, 2022). When these things are done the right way, people get safe, high-quality, person-centred care. When they aren’t, mistakes can occur, putting people at risk. This report examines these three areas through the case study of Mrs Mann, a 72-year-old woman who is recovering from a hip replacement. Care workers, her GP, a physiotherapist and her daughter provide her with assistance interpreting, as Mrs Mann, who speaks limited English, is unable to do so. Over the last several months, poor records and a missed message delayed her medication change, illustrating the importance of good communication and admin skills (CQC, 2023). This paper will describe why communication, record keeping and partnership working are important in her care; and how the Equality Act 2010 and Data Protection Act 2018 influence good practice (EHRC, 2014; DHSC, 2018).

Value of Good Communication in the Care of Mrs Mann

Good communication is paramount to help Mrs Mann feel safe, respected and included in her care. Since her first language is Urdu and she only speaks some English, the risk of misunderstandings is greater. According to the Equality Act 2010, services must remove barriers that prevent an equal approach to accessing care (EHRC, 2014). This calls for the care team to modify, such as utilising interpreters, enlisting her daughter or employing simplified words so she knows what is occurring. Body language, a calm tone of voice, and patience all help people feel at ease in a safe environment, and communication isn’t just spoken (Skills for Care, 2020). Professionals need to check for understanding often, avoid medical terms and give Mrs Mann extra time to respond. This establishes trust and reduces fear during her healing. A good communication model that may be employed here is SOLER as a component of active listening (Tuckman, 1965). SOLER requires workers to sit facing the individual, maintain an open posture, lean slightly forward, make eye contact appropriately, and stay relaxed. This model would help Mrs Mann feel heard and valued, particularly in an environment where language barriers are problematic. Interprofessional communication is equally crucial. In Mrs Mann’s case, a message related to her medication was neglected, delaying an important adjustment. It demonstrates how poor communication can directly affect someone’s health (HCPC, 2021). Staff can work to avoid that through clear handovers, written updates, and agreed communication systems. SBAR Situation, Background, Assessment, Recommendation and other tools are tools for teams to deliver information accurately and consistently and effectively. Finally, effective communication is key to ensuring Mrs Mann receives good quality, safe, equitable and high-quality care. It also upholds her dignity and independence and is an essential aspect of person-centred care (NICE, 2021).
Effective documentation is essential in health and social care to ensure a thorough understanding of a person’s care needs and any changes in their care (NHS England, 2022). Mrs Mann’s medication did not get updated when she was given inconsistent notes, which could have put her at risk. That is why we want to always complete the records accurately and on time. The Data Protection Act 2018 advises health and social care professionals on managing personal information in a secure and lawful manner (DHSC, 2018). They should protect data, only share with the correct people, and ensure correctness and confidentiality. According to the law, the information of Mrs Mann must be used to assist her as an individual, and that it is “stored securely in a way that protects her from unauthorised access, abuse or dissemination” (GDPR, 2018).

Why working as a team in partnership is important

 Good administrative skills include taking clear notes, using terms of expression correctly, and updating records immediately. For Mrs Mann, that means staff need to note mobility, pain, medications, and anything she mentions as a worry. Good records allow the GP and physiotherapist to plan appropriately for her treatment. Confidentiality policies, data protection guidelines and standards supported by the CQC are examples of good practice (CQC, 2023). These policies are key to making sure staff understand what is required of them, providing both the service user and the organisation with protection. Problems such as late medication should be reported and reviewed to learn to avoid the issue (HCPC, 2021). Good records also help prevent professional misunderstandings and ensure that everyone is working with the same information. For Mrs Mann, this was important because there are so many involved in her care. Her care is much smoother, safer and more organised when records are clear and consistent.

Why working as a team in partnership is important
Mrs Mann’s care takes place between many professionals, so they must work well together. Partnership working allows all staff to share information, communicate clearly, discuss openly and understand what is expected of each other. The care workers help make sure she’s supported with personal care, her physiotherapist aids with mobility and strength support, and helps her to move, her GP helps with her medication and overall health. If all these professionals come together, her care is both continuous and more effective. 

Importance of Partnership Working 
Good partnership working must include communication, good handovers and sharing record systems (CQC, 2023). If anyone detects anything isn’t right with Mrs Mann, this needs to be communicated immediately. This helps avoid delays or errors, as occurred with her medication, for example. Yet working across agencies can be difficult. Miscommunication, unclear roles or slow responses can result in problems. SBAR and other tools help teams share information in a clear and structured manner (NHS England, 2022). Ongoing updates, agreed approaches to communication and honouring each professional’s role foster collaborative work, too. Partnership working also allows professionals to pool their skill sets and expertise. This helps Mrs Mann recover more safely and regain confidence and independence. Health teams that perform effectively as a team and are collaborative provide more patient-focused and individualised care.

Conclusion 
Communication needs to be clear, respectful and responsive to her needs due to her limited English and the involvement of several professionals, in accordance with the Equality Act 2010 (EHRC, 2014). Record keeping also goes a long way to keeping her safe by keeping the record accurate, preventing mistakes and protecting her privacy under the Data Protection Act 2018 (DHSC, 2018). Partnership working helps ensure that all parties involved, the GP, physiotherapist, the carers and her daughter, are striving to achieve the same objectives. Her medication delivery schedule being late points to how readily things fall apart when communication or paperwork is lacking. With increased teamwork, good communication and proper documentation, Mrs Mann is likely to receive appropriate care in a reliable manner safe and person-centred in relation to her recovery.
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