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Introduction

This report will discuss the case study of Mrs. Mann, who is a 72-year-old elderly lady who has recently been discharged from hospital after having hip replacement surgery. Due to Mrs. Mann living alone she often relies on the support from the domiciliary care agency who visits her twice a day to assist with personal care and mobility. The care team also liaises with her GP and a community physiotherapist who visits twice a week to support her towards rehabilitation. Mrs. Mann’s daughter who lives nearby sometimes helps her mother as she cannot speak much English, Urdu being her first spoken language. Unfortunately, because of this, it has led to a delay in adjusting her medication but has also raised concerns about inconsistent documentation in Mrs. Mann's care records, which will now be revised. In this case study, we will also be looking into the importance of good communication, administrative skills, and collaboration between professionals regarding Mrs. Mann’s case.












The importance of effective communication
As Mrs. Mann speaks limited English is it vital that she has an interpreter who speaks Urdu as her daughter is not always able to assist her when dealing with healthcare professionals, whether that be the GP, physiotherapist or staff from the domiciliary agency. 
When communicating with Mrs. Mann it is important that staff use clean, clear and simple language to explain what they are doing and what is expected of her. Even though Mrs. Mann does not always understand what is being said in English because of the language barrier it is essential that staff take their time for her to know what is going on along with getting the interpreter to translate to her. It would also be a good idea for staff to understand cultural differences, beliefs and her background as this would make her feel more comfortable knowing that staff is taking time to patient with her and ensuring she is getting the best possible care needed. (Gattig. N, 2023)
Nonverbal communication is also important, keeping eye contact, having positive body language, learning basis phrases in Urdu, using a polite tone of voice, asking general questions, actively listening without interruption and showing an interest to her life will show her that you are there to help and understand her without being judgmental. 
Staff also have the responsibility to communicate with Mrs. Mann’s daughter, being her next kin. It is important that the staff are in constant contact with her whether she is at the mother's house or not there needs to be open communication so that the staff can make her aware of any concerns they may have, update her on recovery, changes made to medication or letting her know of any upcoming appointments.
According to the Equality Act 2010 when you are working within the health and social care sector you are legally obliged to ensure that you are communicating effectively especially when the person is not able speak or is limited to the understanding of the English language such as Mrs. Mann. (GOV.UK, 2013)




Communicating with Mrs. Mann using the Shannon – Weaver model.
[image: ]
(Erdogen. M, 2023)
Sender: firstly, you would need to initiate a date and time to visit Mrs. Mann at home to discuss her progress after her surgery. (Check to see whether her daughter will be translating for her or if she needs an interpreter)
Encode: actively listening to her and any concerns she may have without interrupting, 
Channel: speak face to face, make a care plan which caters to her, ask questions, see how she is feeling overall.
Noise: sit in a room where it is just you, Mrs. Mann and her daughter/interpreter, speak clearly and slowly.
Decoder: liaising with other professionals and her daughter to explain what will happen next and carry out the action plan and ensure Mrs. Mann is getting the best possible care.
Receiver: Mrs. Mann will then give her feedback regarding what was spoken about and what she understood from this meeting.





Discuss the importance of good administrative skills within professional practice within the context of Mrs. Mann’s care.
Having good administrative skills within any healthcare setting is very important as this determines the effectiveness of how to manage tasks, schedules, and pass on private and confidential information as this can directly impact the care of the service user. Having this skill especially when caring for someone like Mrs. Mann is vital especially as you will need to show effective record keeping, as this ensures all changes, daily routines, health, concerns and any changes to her condition is being looked after and the information is passed on correctly and updated on the system and in her reports. By doing this, it will essentially prevent any mistakes in documentation, promote better understanding of care, and everyone around Mrs. Mann can cater for her needs. Strong organisation skills will also help with managing Mrs. Mann’s appointments, care plan, medication times, avoiding mistakes, missed treatments, and any confusion. This skill can also help in collaborating with other healthcare professionals, interpreters, and carers.
Benefits of having good communication can also be related to the consistency of care, efficient organisation, clear communication, improved safety, better teamwork, legal and professional compliance, protection of privacy, enhanced quality of care and effective planning. The Data Protection Act 2018 implements the UK’s version of the GDPR. It teaches you how to handle personal data but also how to protect people’s privacy and rights. By keeping records, it shows compliance with the law and ensures personal data is accurate, secure and processed Faily. Applying to the Data Protection Act 2018 in day-to-day record management protects individual privacy and reduces the risk of legal or financial penalties. (UK Government, 2025)
Administration is more than just filling out consent forms, booking appointments, and medication plans. It is about putting yourself in the patient's shoes and helping them navigate their care plan and making sure they are being taken care of in the best possible way. It ensures everything is running smoothly as not having these vital skills will put a strain on the effectiveness of workload and quality of care. The “teach-back” method has been proven effective in ensuring patients understand the information that is shared with them, especially those who speak or understand limited English, such as Mrs. Mann. This is when you ask patients to ‘teach-back’ what has just been discussed or information they have received via a phone call or letter. This signposts any missing information or miscommunications at an early stage. (AHRQ,2023)
Importance of collaboration with other professionals
Hip replacement recovery involves multiple healthcare professionals such as surgeons, nurses, physiotherapists, occupational therapists, pharmacists, the domiciliary agency, and social workers and interpreters. Collaboration ensures that all aspects of the patient’s care plan are aligned, preventing gaps, miscommunication, errors, or conflicting instructions.
Optimal pain management includes the doctors and nurses who will be able to monitor and adjust medication. Pharmacists will investigate the medication, ensure the combination of the painkillers is safe, and educate the person on the side effects. Safe mobilisation and rehabilitation are vital especially as patients are at risk of blood clots, pressure injury and infection after having hip replacement surgery. 
Close teamwork is essential to help prevent dislocation, falls, or delayed recovery. Nurses reinforce mobility instructions during daily care along with monitoring wound healing and vital signs. Surgeons evaluate surgical progress and help determine what is the best care plan for the person based on their situation. Physiotherapists encourage circulation through movement and light exercise. Consistent information sharing helps detect and address problems early on but also informs others of what is going on and ensures that reports are regularly updated and managed efficiently. (Laura, S. 2024)
Working collaboratively as part of a team enables the caregiver to recognise early warning signs of complications such as increased discomfort, swelling, infection, or fever. Carers and family members should know when to liaise with other healthcare professionals when it comes to the patients best interest as this cooperation ensures the patient receives consistent information and understanding, reduces the caregiver’s workload and stress, and supports effective teamwork which promotes quicker recovery, boosts the patient’s confidence, and helps them regain independence more smoothly. Teamwork also prevents misunderstandings, provides emotional and practical support to the caregiver, and promotes a coordinated approach where everyone is working toward the same goals. (Indeed Editorial Team, 2024)





Conclusion
In conclusion to the case study regarding Mrs. Mann, it discusses the importance of communication skills which has been done along with using the Shannon and Weaver model and other resources found online along with the importance of good administrative skills within a professional practice in the context of Mrs. Mann’s care. This case is about understanding the needs of Mrs. Mann and how to provide her with the best care possible when it comes to assisting her on this journey of recovery and rehabilitation. Hip replacement surgery involves multiple healthcare professionals collaborating with each other such as surgeons, nurses, physiotherapists, occupational therapists, pharmacists, and carers. Although Mrs. Mann depends on her daughter for translating, it is vital that an interpreter is also available when needed as the daughter is not always able to speak on behalf of her mother, especially since her English is limited and not always understands due to the language barrier.
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