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1. Introduction

Effective health and social care provision relies on clear communication, accurate
administration, and collaborative working between professionals. These elements are
particularly important when supporting older adults with complex needs, language
barriers, and multiple professionals involved in their care. This assignment focuses on
the case study of Mrs Mann, a 72-year-old woman recovering from hip replacement
surgery, who receives domiciliary care and support from several health and social care
professionals. The report will examine the importance of effective communication,
including the role of equality and communication models, the significance of good
administrative and record-keeping practices under relevant legislation, and the value of
collaborative multi-agency working. By linking theory, legislation, and professional
practice, this report aims to demonstrate an understanding of how high-quality,
person-centred care can be delivered while reducing risk and promoting safety, dignity,
and wellbeing within health and social care settings.



2. Importance of Effective Communication in Mrs
Mann’s Care

Effective communication is central to delivering safe, person-centred care and is
especially important in Mrs Mann’s situation due to her limited English proficiency and
reliance on multiple care providers. Poor communication can lead to
misunderstandings, reduced quality of care, and increased risks (Sullivan and Decker,
2019).

The Equality Act 2010 highlights the importance of providing fair and accessible
services for all individuals, including those with protected characteristics such as age
andrace (EHRC, 2010). Language can be a significant barrier, and health and social
care providers have a legal duty to make reasonable adjustments to ensure Mrs Mann is
not disadvantaged. This may include the use of professional interpreters, translated
written materials, or visual aids rather than relying solely on her daughter (Sullivan and
Decker, 2019).

One communication model that can be applied in Mrs Mann’s care is the Transactional
Model of Communication. This model recognises communication as a two-way,
ongoing process in which both the sender and receiver actively interpret messages
(Sullivan and Decker, 2019). In practice, care workers must check Mrs Mann’s
understanding by using simple language, observing non-verbal cues, and encouraging
feedback.

Non-verbal communication also plays a key role. Facial expressions, gestures, and
tone of voice can help convey empathy and reassurance, particularly when language
barriers exist (Sullivan and Decker, 2019). Active listening skills, such as maintaining
eye contact and allowing sufficient time for responses, help build trust and promote
dignity.

Effective communication with Mrs Mann’s daughter is also essential, as she plays a
supportive role in her care. However, professionals must ensure that Mrs Mann’s
wishes remain central, in line with person-centred care principles (EHRC, 2010). Clear
documentation of communication preferences helps maintain consistency across the
care team (Skills for Care, 2020).

Overall, effective communication supports equality, reduces errors, improves patient
safety, and enhances Mrs Mann’s recovery experience.



3. Importance of Good Administrative Skills and
Record-Keeping

Good administrative skills are vital in professional health and social care practice,
particularly in maintaining accurate, timely, and secure records. In Mrs Mann’s case,
concerns regarding inconsistent documentation and delayed medication changes
highlight how poor administration can negatively affect patient safety and continuity of
care (CQC, 2021).

Record-keeping ensures that all professionals involved have access to up-to-date and
accurate information (Skills for Care, 2020). Care records should include details of
medication, mobility support, physiotherapy progress, communication needs, and any
changes in Mrs Mann’s condition. Clear and consistent documentation helps prevent
errors, duplication, and omissions, especially when multiple agencies are involved.

The Data Protection Act 2018 governs how personal and sensitive information is
collected, stored, and shared. Under this legislation, Mrs Mann’s records must be
processed lawfully, fairly, and transparently (DHSC, 2019). Information should be
relevant, accurate, and only accessible to authorised professionals involved in her
care.

UK GDPR principles require that information is kept secure and retained only for as long
as necessary (DHSC, 2019). Professional policies such as the Caldicott Principles also
support ethical information sharing (DHSC, 2019). Timely sharing of medication
updates could have prevented the delay and reduced risk.

Good administrative skills also include attention to detail, time management, and
accountability. Accurate records support audits, safeguarding investigations, and
internal reviews (CQC, 2021).

Overall, effective administration and record-keeping underpin safe, legal, and high-
quality care.

4. Importance of Collaborative Working in Mrs Mann’s
Care

Collaborative working is essential in Mrs Mann’s care due to the involvement of
multiple professionals, including care workers, a GP, and a community physiotherapist.



Effective partnership working ensures that care is coordinated, consistent, and focused
on shared goals (West et al., 2014).

One approach to fostering collaboration is multidisciplinary team (MDT) working, where
professionals share information, plan care jointly, and respect each other’s roles (West
et al., 2014). Clear role definition is another important strategy. Understanding
professional responsibilities reduces confusion and duplication of tasks.

Common challenges in multi-agency working include poor communication,
inconsistent record-keeping, and organisational barriers. These can be addressed
through agreed protocols, shared documentation systems, and designated key workers
who coordinate care (Skills for Care, 2020).

Cultural and language differences can also present challenges. Collaborative teams
must be culturally competent and ensure consistent communication approaches are
used when engaging with Mrs Mann and her family (Sullivan and Decker, 2019).

By working collaboratively, professionals can share expertise, reduce risks, and
improve outcomes.

5. Conclusion

Effective communication, good administrative practice, and collaborative working are
fundamental to delivering safe and person-centred health and social care (Sullivan and
Decker, 2019; West et al., 2014). Mrs Mann’s case highlights how language barriers,
inconsistent documentation, and communication failures can negatively impact care
quality and patient safety (EHRC, 2010; CQC, 2021). By applying legislation,
professional guidance, and evidence-based practice, health and social care
professionals can ensure high-quality care that promotes dignity, safety, and wellbeing
(Skills for Care, 2020; DHSC, 2019).
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