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[bookmark: _Toc89212750]1.0 Introduction

Psychology Studying the mind Scientifically and how does it behave and communicate. Underlying to know about social identity theory, social categorisation, social identification, and social comparison, attribution theory, internally and externally behaviour, and Frustration aggression hypothesis (FAH). The report is discussing a complaint about the staff member for verbally abusing the service user, it is a subtle significant difference. The service user is a teenager diagnosed with EDMD illness. The service user was forced to go to counselling because of his suicide attempt and has been suffering from anxiety and oppression. The service user also lost his place in the football club because of his Illness. The service user was waiting in an enclosed waiting room to see a counsellor to talk about his problems. The service user cannot sit down for long because has cramping pain in his legs and becoming breathless and he is moving around and standing. Suicide risk can be reduced by taking therapy sessions in the high-risk age group. By the age of 17, almost 7% of UK youngsters had tried suicide, as reported by the British Journal of Psychiatry. 
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[bookmark: _Toc89212751]2.0 Main Body
2.1 [bookmark: _Toc89212752]What is the social identity theory (SIT)?

SIT was founded on Henri Tajfel's work on social categorisation, intergroup linkages, social comparison, prejudice, and stereotyping (SIT). The social categorisation phase of this theory begins with us breaking down the social environment into different groups (occupation, race, ethnicity, etc.) because to better understand it. Following social categorisation, to move on to the social identification stages, in which we accept the identity of the group to which we were assigned. The social comparison phase is the last stage of the social identity theory. We frequently encounter ourselves comparing our group to other groups after accepting our identification inside a given category. This can have both beneficial and bad consequences, such as learning more about ourselves or experiencing a drop in self-esteem. As one progresses from phase to phase, the image below demonstrates in what way the three phases interact and complement one another. Each phase is intertwined with the others and progresses from one to the next. 
[image: Table 1](SIT) Stages by Tajfel and Turner (1979), These events occur in a specific order. (Table 2)

Social categorisation, we categorise objects to greater grasp and recognise them. We categorise all others, including ourselves, in a similar fashion in order to comprehend the social context. Because they are useful, we utilise social categories like French, Australian, Muslim, Christian, student, black, white, and lory driver. 
We adopt to identity overself to which one  group we have allocated ourselves through social identification. If you characterise overrself as a teacher, for example, you're more disposed to adopt the teacher image and starting to acting in ways that you think teachers do, and conform to the norms of the group. Ourself self-esteem will get interwined with the group involvement in consequences of your affiliation with the group. 
The social comparison lost stage: We are going to compare one group to the another groups, then we have defined ourselves as members of that group and are associated with it. To maintain our self-esteem, we must compare favourably to the other groups. This is vital to understand about disadvantages, because when some groups identify as competitors, they are obliged to fight for members' self-esteem.  (Table 3, from lesson week 6)[image: Graphical user interface, text, application, chat or text message

Description automatically generated]
How can we apply the SIT to the case study? 
Looking into, who are they, the service user, and the staff member and in which social categorisation, social identification, and social comparison they belong. 
The service user is a 15-year-old teenager. The boy has been diagnosed with muscular dystrophy. The service user has been a footballer at Aston villa training academy and is socially famous. He is a young man and recently suffering from anxiety and depression and has been seeking counselling, because of the suicide attempt. 
The staff is a woman 58 years of age, polite and punctual and working part-time. 
We do not know much about them.


2.2 [bookmark: _Toc89212753]What is the Attribution theory?

[image: Diagram

Description automatically generated]Attribution theory is concerned with people who interpreting the causes of their own and others' success and failure. The backgrounds of natural beliefs, as well as their outcomes, are the topic of attributional investigation. For instance, how does one know whether or not they are capable of completing a task, and what are the consequences of this belief? Causes have three distinct characteristics: they can be found inside or outside of a person, they can last for a long time, and they can be controlled. Affective feelings like anger, pride, gratitude, guilt, humiliation, and others, are determined by these aspects of causal beliefs, as are future success expectancies, which influence accomplishment objectives and attitudes toward others. Attribution theory looks at how a social perceiver utilises data to come up with causal explanations for events. It investigates how data is collected and analysed in order to reach a causal conclusion. In social psychology, the Attribution of thinking theory came from Frits Heider, his book, The psychology of international relations (Heider, 1958). The Heider was a proponent of "common sense" or "naive" psychology. People, he believes, impute other people's actions to their own opinions, which may be impacted by unique circumstances or long-held convictions. The concept may appear simple, but it opens key doors to the subject of how and why people interact with one another. According to his basic premise, people attribute behavioural outcomes to dispositional, internal, or situational external causes. The fundamental attribution error and the attribution effect were later drawn up using Heider's attribution theory. Two basic attributions are INTERNAL and EXTERNAL behaviour or internally or externally causes). (Table 4 from lesson week 7)

(FAE) Our tendency to describe anyone or someone's behaviour established on internal variables, such as characteristic sets of behaviours, or mentality, while underestimating the importance of external cases, such as social factors, physical factors, on another person's behaviour, is known as the fundamental attribution error (FAE). We might, for example, blame someone for being unemployed based on his character, while he was recently laid off owing to a slow economy. Of course, there are times when our assumptions are true, but the most common attribution error is our tendency to blame others' actions on their character or temperament. This is especially true in the case of negative behaviour.
Applying the attribution theory to the case study.
Using the Heider’s Model Example to complete my own version to illustrate possible internal and external causes for the aggression observed from a service user towards a member of staff. (Table 5)
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Using the Heider’s Model Example to complete my own version to illustrate possible internal and external causes for the aggression observed from a member of staff towards the service user. (Table 6)
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2.3 [bookmark: _Toc89212754]What is the Frustration aggression hypothesis (FAH)?

[image: Shape

Description automatically generated] Frustration is an angry and frustrated sensation that happens when anything hinders you from achieving your goal. Foregoing example, the online matter is stop you from giving in your course work on time. In exasperation, you toss your backpack down and kick it numerous times. This is an example of irritation turning into wrath. Aggression is a malevolent behaviour or attitude directed against someone or something, often as a result of frustration. As noted in the definition of aggressiveness, frustration does not have to be a behaviour. It is like the staff member to protect the rules of covid-19 and her job as a receptionist, and the service user is like a threat to her. The frustration of staff members is in the form of a mindset or her point of view. The service user like breaking the rules or harming the staff member anyway. Now that we've grasped the concepts of frustration and aggressiveness, the definition of the frustration-aggression theory may look self-evident. Aggression is frequently a result of frustration, according to the frustration-aggression theory. Here are some complex definitions for aggression made by Bandra 1973, Scherer, Abeles and Fischer 1975, Baron 1977, Baron and Byrne 2000. (Table 7, L, Week 8)

 (Table 8 from Lesson, Week 8) [image: ]
Violence and aggression are investigated throughout a wide range of fields. Human aggressiveness, on the other hand, is difficult to research directly since it happens seldom, and the people frequently have motives for avoiding, admitting or informing it. The fact that each scientific field has its own methodological complexity is likely a reflection of this methodological complexity, creating its own set of ideas and methods to explain aggressiveness at its own level of study.  The circumstances that contribute to aggression vary depending on the type of aggression, such as overt or covert antagonism, physical or verbal violence. Aggression becomes more likely as the amount of stored energy and the availability and severity of aggression-inducing stimuli rise. Aggression is unavoidable, and there are occasions when tremendous sentiments erupt spontaneously, much like a volcano eruption. 
According to this notion, frustration leads to violent behaviour. When an assailant is unable to complete his (the service user) mission and objective, she (staff member) becomes frustrated. Aggression is usually directed at the cause of irritation, but if that isn't possible, it might be directed against another person or object. The staff member became frustrated because the service user might not be wearing or walking a lot going in and out or asking her something, then she got more frustrated then she became aggressive. The original form of the frustration-violence theory, which asserts that frustration invariably leads to aggression, is divisive.
 (FAH) applying to the case study report. (Table 9)
	The Service user
	The Staff member

	Illness, Emery -Deifuss Muscular Dystrophy
He's been forced to give up his place
Lost place in A-Villa football training academy
Waiting time 
Sitting down, causing pain to his leg
In the Room becoming breathless 
Enclosed space of waiting room 
Mask 
Covid-19 rules
Puberty hormones
Anxiety and depression
Having to talk about anxiety 
Persuaded to seek counselling
Teenage mentality 
	Old and stereotyped woman
New member of staff 
New part-time job 
At beginning of training 
Not being used to the job
Taking care of her job
Covid-19 rules and guidance 
Ensuring social distancing and mask-wearing
Hand hygiene in the reception room
Menopause, hormones 
Personal problems
Being asked when she will be seen
Feeling to do well in her new job
Stereotype mentality 




[bookmark: _Toc89212755]3.0 Conclusion & Recommendation 

This case study report deals with a complaint relating to a member of staff who verbally abused the service user while waiting for counselling about his anxiety, depression, and recent suicide attempt. 
Every organisation has its complaints handling procedure, must obey the law with minimal conditions, such as; The handling information about the complaint to preserve and update the information to the public. Resolving problems quickly and properly investigating the complaint. Every complaint should be treated with respect and decency. Supporting and understanding complaint procedures, and providing the information to the customer within a timely response, usually 20 days. If you're still unhappy, they'll inform you how to take your issue further, from the manager responsible for the complaint procedure. 
In this case study, the complaint about the staff member should be upheld, because the staff member is new to the job and the covid-19 rules, needs more training and guidance and support from the manager. 
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Table 1: Age-specific suicide rates (with 95% confidence limits): by sex and ten-year age group, England and Wales, 2007 to 2015 r
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10-19 20-29

Deaths Rate LCL ucL Deaths Rate LCL ucL

Males 2007 101 29 23 3.4 495 13.6 124 14.8
2008 100 28 23 3.4 564 15.2 14.0 16.5

2009 100 28 23 3.4 561 15.1 13.8 16.3

2010 75 21 1.7 27 499 13.3 121 14.4

2011 105 3.0 25 3.6 533 13.9 127 15.0

2012 104 3.0 25 3.6 577 14.9 137 16.2

2013 116 3.4 28 4.1 534 13.8 12.6 14.9

2014 17 3.5 28 4.1 546 14.0 12.8 15.1

2015 139 4.1 3.4 48 562 14.3 13.1 15.5
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