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Report on Communication, Administration, and Multi-Agency Working in the Care of Mrs Mann

[bookmark: _Toc216501384]Introduction 
In order to provide high-quality health and social care, it is essential to communicate effectively, administer accurate information and maintain strong multi-agency collaboration. These elements are extremely important, especially when providing support for adults with complex needs like in Mrs Manns situation. Mrs Manns is a 72-year-old woman recently discharged from hospital after hip replacement surgery. Her situation is complex because she has limited English and a reliance on domiciliary carers, her daughter, her GP, and a community physiotherapist. There have been recent concerns over inconsistent documentation and a delayed medication change. Communication failures and administrative delays pose serious risks. The purpose of this report is to examine the key professional responsibilities involved in providing Mrs Mann with safe, person-centred care. The following elements are discussed alongside any relevant legislation, communication models, and sector policies that guide best practice.

[bookmark: _Toc216501385]1. Importance of Effective Communication in Mrs Mann’s Care
To support Mrs Mann effectively, it is essential to communicate clearly and address her needs, preferences, and health concerns. Since she speaks limited English and Urdu as her first language, Thompson (2018) recommends that communication methods be adapted to prevent misunderstandings, enhance inclusion, and ensure safe, person-centred care (Thompson, 2018). According to the Equality Act 2010, there is a legal duty on health and social care organisations to make reasonable and appropriate accommodation, so individuals do not experience any drawback due to language, age, disability or cultural background (Equality Act 2010).
Mrs Mann is entitled to adopt these changes, which include providing translated information when available, using simple language and visual aids, as well as supporting non-verbal cues during communication (HCPC, 2016). These adjustments help ensure informed consent, dignity and equality in care delivery.
There are multiple models that support this interaction. Egan (1998) emphasised the importance of sitting attentively, retaining an open posture, leaning forward slightly, maintaining appropriate eye contact, and staying relaxed in the SOLER model. In communicating with individuals who may have difficulty expressing themselves verbally, these behaviours convey empathy and attentiveness. Non-verbal communication such as facial expressions, tone of voice and body language becomes especially important in overcoming language barriers (Thompson, 2018).
 There is an important role that family members play in communication. It is common for Mrs Mann's daughter to assist with interpretation, however best practice guidance suggests that family members should not be relied upon for sensitive or complex discussions (such as medication changes and consent) due to concerns about accuracy, confidentiality, and autonomy (NHS England, 2022). Professional interpreters should be used to make sure ethical and legally compliant communication.
In most circumstances, older adults may have culturally specific presumptions and beliefs regarding modesty, gender of carers and expression of pain. There is importance in always listening and asking open questions helps professionals respect individual beliefs and preferences, thus improving trust and engagement (HCPC, 2016).
Communication between different professionals and colleagues is also important. If communication is not effective, it can lead to delayed medication adjustment. This can lead to the safety of a patient being compromised. Suggestions that can make this communication successful are clear handovers, accurate documentation and timely information sharing between carers, the GP and physiotherapist. These are essential for continuity of care (NHS England, 2021). Productive communication ensures Mrs Mann is respected, safe and actively involved in her care.
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It is essential to ensure information is accurate, consistent, and easily accessible to authorised professionals in order to ensure safe and effective care. It can be demonstrated through Mrs Mann's case that insufficient documentation and a delayed medication change are examples of poor administrative practice (Skills for Care, 2019) that can put patients at risk.
 
The Data Protection Act 2018 and UK GDPR have clear principles for handling personal data, including lawfulness, accuracy, security and confidentiality (Department of Health and Social Care, 2018). Mrs Mann’s care records have to be stored safely, updated regularly and shared only with those directly working on her care. If there is any failure with meeting these requirements, it could lead to a data breach and compromise safety.
 
To maintain effective records, notes should be accurate, timely, and objective. Care records should clearly document interventions provided, medication administered, mobility progress and any concerns observed or risk factors (CQC, 2023). Keeping accurate records is particularly crucial when there are several carers providing support. This ensures continuity and consistency between the carers. Wrong or incomplete documentation could lead to duplicate tasks, missed care or incorrect clinical decisions.
Legislation and policy frameworks can be useful when it comes to reinforcing these responsibilities. Taking good care of patients' needs, keeping accurate medication records, and conducting risk assessments are required by the Care Quality Commission (CQC, 2023). Additionally, NICE guidance also places emphasis on the importance of accurate documentation in medication management to prevent errors (NICE, 2014). When accidents or near misses occur, they must be reported and recorded immediately to aid in supporting learning and service improvement.
There are different administrative skills used such as updating care plans, managing appointments and ensuring multidisciplinary information is current. For example, if a patient has hip replacement surgery, documentation relating to physiotherapy progress, pain management and mobility risk is essential. Correct and precise records support safeguarding by identifying patterns of deterioration or unmet needs. 
In conclusion, good administrative practice protects service users’ rights, ensures legal compliance and supports safe, coordinated care. For Mrs Mann, accurate record-keeping is essential to reducing risk and promoting recovery.
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A physiotherapist, Mrs Mann's GP, and her domiciliary carers must work collaboratively to support her health care needs. Each professional comes from a different educational background and contributes specialist knowledge, and coordinated working ensures holistic, person-centred care (NHS England, 2022).
Effective collaboration relies on timely communication like in-person, online meetings and a shared understanding. As caregivers, we are responsible for observing changes in mobility and pain, and as physiotherapists and doctors our responsibility is to clearly communicate our treatment plans and medication changes. Structured communication tools such as SBAR (Situation, Background, Assessment, Recommendation) improve clarity and reduce errors in information transfer (NHS England, 2021).
 
The challenges of working with multiple agencies include time constraints, role ambiguity, organisational differences, and communication delays. Mrs Mann’s delayed medication adjustment demonstrated how failures in coordination can affect safety. If Mrs Mann's needs are not fully met, like having a translator, it can later complicate collaboration.
Strategies to overcome these challenges include shared documentation systems, clear role definitions, making future plans and sharing these with the MDT, regular reviews and a culture of mutual respect (NHS England, 2022). Additionally, it is also important to involve Mrs Mann and her daughter in decision-making to ensure care remains person-centred. Professional interpreter services further support accuracy and inclusivity.
Overall, collaborative working improves safety, reduces duplication and supports effective rehabilitation, ensuring Mrs Mann receives coordinated care across all services.
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Mrs Mann’s case shows how important it is to effectively communicate, have accurate administration and collaborative working in delivering safe, inclusive care. Communication guided by the Equality Act 2010 and supported by models such as SOLER ensures her language and cultural needs are respected. Assuring confidentiality and continuity of care through good administrative practices and adhering to the Data Protection Act 2018 is essential. Collaborative working between carers, physiotherapists, GPs and any other individual a part of the MDT must ensure coordinated decision-making and reduce risk. This combination contributes to Mrs Mann's safety, dignity, and independence during recovery, illustrating the best practices in health and social care.
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