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homecare in practice

Why reporting and recording
are vital facets of quality care

IT WOULD be easy to assume
that we report and record
information because there is a
legal obligation to do so, now
that home care services are

regulated in most parts of the UK.
However, there are far better reasons
than this. The regulation of care
reflects good working practices that
many organisations had already put in
place. Why did these organisations
start to record things? Because we all
forget things. Often the effect is a
minor inconvenience; sometimes it can
be very serious. Either way, forgetting
things always has an effect.

Have you ever lost your car keys? Have
you ever spent ages looking for a birthday
card you are sure you bought? Have you ever
cleared up after cooking a special meal only
to find that the carrots (or any other part of
the meal) were still in the saucepan, oven or
microwave?

In our personal lives we use diaries,
calendars, birthday books or notes on the
fridge. When we were at school we used a
timetable so we knew what lessons to attend
and when, at least until we had fixed the
information in our memories.

Similarly, in our working lives we make
notes if we think something is important
enough not to forget. We often use routines to
prevent ourselves from forgetting things, and
then we never forget them unless for some
reason the routine gets upset. This works
extremely well for things that are repeated but
there are many things that seem unimportant
or actions that you may need to do only

occasionally.
There is one smart simple rule that will

help: When you talk and listen, write down
what you hear

If you take a telephone call, make notes. If
you have a computer system that enables you
to type notes in directly make use of it. Wear
a telephone headset to avoid neck strain and
free up both your hands.

Do not try to prioritise the information as
you make notes. You can review the
information later. Often it is an insignificant
detail that makes the difference.

Making notes enables you to ask the right
questions and put together pieces of
information that may have been given to you
at another time.

Consider the following:
Mary Brown, one of your care workers,
telephones to ask if there is any additional
work this weekend as she wants to earn some
extra money before going on holiday. The
only person available to answer the phone is
your wages clerk. During the conversation
Mary mentions that Mrs Smith was a bit off
colour this morning, she was not obviously
unwell just a bit hot and grumpy. Your wages
clerk follows protocol and records this
information and mentions it to the office
manager later as she passes her desk.

Later in the day you take a call from Susan
Jones, a care worker who has been carrying
out lunchtime visits. She asks that you let the
care worker who is due to call in the evening
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know that there will be some wet clothes in
the washing machine that will need hanging
out. As washing is not usually part of the care
worker’s duties for this client you ask Susan
why she felt it necessary to put the washing
on. Her reply is that Mrs Smith had had a
couple of accidents this morning and wet her
underwear. You record this information with
that received earlier in the day.

Occasional incontinence is not uncommon
for some service users, however with the
information that Mrs Smith was not herself
this morning should set alarm bells ringing
that she may have a bladder infection. Left
unchecked, this type of infection can cause
confusion as well as extreme discomfort, and
may result in hospitalisation. Dealt with in the
early stages, a course of antibiotics and an
adequate fluid intake will solve the problem.
While you are not required to diagnose
illnesses, the information you already have
should prompt you to, at the very least, speak
to Mrs Smith so that you can assess the
situation and decide if you should call her
doctor.

Had your wages clerk not recorded the
information she received you would have
only known that the evening care worker need
to empty the washing machine and may have
assumed that Mrs Smith was getting more
frail. It may have been the following day – or
later – before it became apparent that Mrs
Smith was really unwell and needed medical
attention.

In this instance, the wages clerk did report
the information, but by mentioning it in
passing to one other person it is unlikely that
the information would be remembered.
However, she did record it so that when more
information was recorded the two pieces

could be linked. The wages clerk knew that it
is everybody’s responsibility to record
information.

As a supervisor of care workers, you will
want them to report information to you, even
though in isolation this information may seem
to be insignificant. Whilst numerous
telephone calls from care workers may not be
practical, by asking during any comm-
unication with a care worker: “How are your
clients?” you will gain more information than
that which they called to tell you. You are
helping them report information, which
means that you can see the bigger picture.

You need to report things to your manager
when you believe action needs to be taken or
when you have information you need help to
understand. Your manager will be able to
assess the information you give and decide
who else needs to be informed and what other
actions need to be taken. In the example
above, your first action is to verify the
information by talking to Mrs Smith and then
discuss the situation with your manager.
Between you, you will decide if the doctor,
family or social worker should be informed.
Your discussion and subsequent actions must
all be recorded.
Report when you need to take an action or
do not understand the information

Should anything unforeseen happen, you
will then have a record that you have carried
out your responsibilities diligently and with
the welfare of the client of paramount
importance.

The effects of carrying out this process are
beneficial in many ways. In our example, Mrs
Smith, the service user, may have needed
hospital treatment if her bladder infection had
not been identified; the care worker knew that

her information had been valuable and could
see the importance of reporting things; Mrs
Smith and her family could see that they can
trust your organisation to care for clients in an
holistic manner.

In this example, relationships were
strengthened and your reputation will grow. A
good reputation will grow the business, make
your job more secure and give you a sense of
pride for a job well done.

In summary:
What should we record and why?

We must record communications with care
workers, clients, social workers and all other
professionals so that all the small pieces of
information can be acted upon. Think of
information as the pieces of a jigsaw puzzle,
you may work out what the picture is with
just one piece, but it is more likely the more
pieces you have.
When you talk and listen, write down what
you hear
Why should we report things? 
We must report information to enable it to be
assessed and action to be taken. This also
ensures that all those people who need to
know, do know. You may know what the
jigsaw picture is when you report
information, but if you do not, the person you
are reporting to may be able to identify it.
Report when you need to take an action or
do not understand the information
Who has the responsibility for recording
and reporting information?
All the staff of a homecare provider have
responsibilities for recording and reporting
information. If you are given information,
you must share it by recording and reporting.
Reporting it alone does not absolve you of
your responsibility to record the information.
If you are given information it is your
responsibility
l Jane Scott is National Care Director of
Home Choice Care Limited and has twelve
years’ experience in the delivery, planning and
organisation of domiciliary care services in the
independent and statutory sector. Jane can be
contacted on 07795 403298 or email
jsjameson@hotmail.com.’

Keeping information in our heads is
dangerous; holding information to

ourselves does not make us indispensable.
Information is like manure, it is most

effective when spread in the right places’‘
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