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This report highlights the importance of effective communication, collaboration, and administrative skills to deliver good, person-centered care. This report revolves around Mrs. Mann, who is a 72-year-old woman recovering from hip replacement surgery. Upon her discharge from the hospital, she receives care from a domiciliary care home twice a day, her GP, and a community physiotherapist. She is proficient in speaking Urdu and has a limited English vocabulary, which is another challenge that requires careful consideration. She has a daughter who visits her weekly and acts as her interpreter. 
Recent concerns about inconsistent documentation and delayed medication adjustment further highlight the need for well-coordinated care (Skills for Care, 2025). The report also highlights the relevant legislation, such as the Equality Act 2010 and Data Protection Act 2018, that require professionals to deliver comprehensive care while maintaining her peace and safety (Legislation.gov.uk, 2025).
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Effective communication is essential to avoid misunderstandings and build strong relationships (Google Books, 2025). While designing a care plan, it is necessary to address the needs of the service users, communicate it with all the team members, and design a plan cohesively (Skills for Care, 2025).
Effective communication is necessary to develop and deliver a cohesive care plan for Mrs. Mann. Also, since she is an adult, recovering from hip replacement surgery, and needs help from a multidisciplinary team, and has a language barrier, it becomes even more important for the stakeholders to communicate effectively.
The current state of Mrs. Mann requires proper medication, psychotherapy guidance, and help with language. Due to the language barrier, Mrs. Mann is at increased risk of misunderstanding care instructions. 
A recent incident has been reported of inconsistent care involving incorrect documentation and missed communication, which leads to medication errors and compromises her safety and well-being.

How to communicate with Mrs. Mann?
To communicate effectively with Mrs. Mann and her family, the care staff must apply the core principles of the Equality Act 2010. The Equality Act 2010 protects individuals from discrimination and requires service providers to develop a customised care plan to meet Mrs. Mann's needs. To develop a comprehensive plan and understand Mrs. May's needs, it is very important to have a conversation with her. To do so, it is important to arrange an interpreter. The act also calls for maintaining dignity, respect, and inclusion.
It is also equally important to communicate with Mrs. Mann's daughter. She has not only been acting as an interpreter, but also, since she is family, she can tell in depth about Mrs. Mann’s needs and requirements, and expectations she had with the care plan.
To achieve effective communication, Berlo’s SMCR Model will be used. The model consists of four factors (Berlo, 1960);
	Source
The source is the care providers.  The multidisciplinary workers, the physiotherapists, and the GPs must convey accurate information. The source should be able to communicate clearly and understand the cultural/language sensitivity matter.
	Message
The message is the actual content being conveyed. The care providers must be able to understand each other’s commands (prescriptions, therapies). The written communication should be clear and concise.
Providing care in her own language, using visuals for physiotherapy explanations can be beneficial.
	Channel
The channel includes the methods through which the message is conveyed. In Mrs. Mann’s case, it is written, visual cues, and speech.
Understanding the need for an interpreter should be kept in mind as well.
	Receiver
The receiver is Mrs. Mann or her family members. To be able to deliver the message accurately, the care providers should ensure that the message is delivered in her preferred language. Care providers can check the understanding by asking her to repeat the instructions.
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Administrative skills in the health and social care are the skills and abilities that help to organize, manage, and document information effectively. These skills are important as they ensure that the care is delivered efficiently and smoothly (Crawford, 2000). Demonstrating good administrative skills is very important in Mrs. Mann’s case, as it guarantees her treatment and well-being; also, multiple professionals are involved.
Some administrative skills that are relevant in Mrs. Mann's case are;
Record-keeping skills: the ability to write clear, accurate, and factual notes, maintain daily logs, medication charts, and communication books (Zegers et al., 2011).
Attention to detail: This skill is very important in Mrs. Mann’s case. Since the recent incident, it is very important to notice the minute details in the care plan.
Organizing: This involves prioritizing tasks, scheduling appointments, completing tasks, and filing.
Digital skills: Digital literacy is essential and effective in today’s workplace. Digital literacy enables prompt communication through email or other digital systems. It makes sure that data is updated and secured (Alowais et al., 2023).
Confidentiality and Data-handling skills: Understanding how to protect personal information under the Data Protection Act 2018. The staff must understand what information can be shared and with whom (Legislation.gvo.uk, 2025b).
Teamwork: Ability to coordinate with team members to provide comprehensive and accurate care (Landman et al., 2014). The recent incident in Mrs. Mann’s case cannot be ignored, and it calls for good teamwork and attention to detail. The incident was a result of poor teamwork, poor Management, and attention to detail.
Decision making: the care providers should be able to make decisions and notice details whenever necessary (Kaplan and Frosch, 2005). 
Adherence to laws and policies: All of the suggested care plans should be in accordance with the policies developed by CQC and the Health and Social Care Act. 


Why These Skills Matter for Mrs. Mann
Inaccuracies have been witnessed in the care of Mrs. Mann. If these skills were practiced effectively, there would be no error in the first place, which is why it is extremely important to make sure that these skills are practiced thoroughly. Administrative skills will help to ensure.
· Her needs are clearly heard
· Her medication changes are communicated correctly to all the professionals involved
· Her safety, dignity, and cultural preferences are protected
· All professionals involved receive accurate and up-to-date information.
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The professionals involved in Mrs. Mann's care are;
· GPs are responsible for overseeing her medical treatment. They adjust medication, monitor recovery from surgery, and manage any complications.
· Physiotherapist: to help her get better after hip replacement surgery. HE will introduce some exercises that will help to recover faster and with mobility.
· Domiciliary care workers: these workers visit Mrs. Mann twice daily and help her with mobility, personal support, and daily tasks. They also monitor her well-being and report any issues.
· Family carer (daughter): The only family member that Mrs. Mann can rely on. She helps with interpretation, also.
· Care agency workers: these are responsible for overall managing the care planning and ensuring that communication is passed between staff and other agencies.
The professionals described above are all equally important for this care plan. Each has its own area of expertise, but communication and coordination among them is also very important. Effective collaboration ensures that every professional involved understands the needs, progress, and changes to her health. After the recent incident it has become even more important for all the professionals to remain vigilant after the recent incident. Effective collaboration reduces duplication, prevents errors, and supports consistent rehabilitation goals (Schot et al., 2020).
Regular communication, such as shared notes, joint visits, and structured updates. 
Clear communication pathways include using agreed documentation procedures and digital systems to maintain continuity and quality.
It is not an easy task to foster communication and coordination in multi-agency work. Challenges may arise, but the goal of everyone involved should be to provide the best care for Mrs. Mann
Overall, effective multi-agency collaboration is crucial to ensuring safe, coordinated, and high-quality care for Mrs. Mann during her recovery (Dixon et al., 2022)
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The case of Mrs. Mann demonstrates how effective communication, strong administrative skills, and efficient multi-agency collaboration are central to delivering high-quality care. Using a communication model such as Berlo’s SMCR model alongside the principles of the Equality Act 2010 helps ensure that language needs and cultural concerns are properly addressed.  
Good administrative practice under the Data Protection Act 2018 underpins accurate record-keeping, helps maintain confidential information, which reduces the risk of errors such as the recent medication delay (Legislation.gov.uk, 2025b).
Finally, collaborative working between professionals (GPs, physiotherapists and care workers) ensures that support remains coordinated, consistent and responsive to Mrs. Mann's needs.
Collectively, all of these elements contribute to safe, inclusive, and effective care.
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