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Most people use the word "health" without realising that it might imply different things to different individuals, in different socioeconomic levels, or even within the same family. The „health” concept include all the mental and physical aspects. (Morrison & Bennett, 2012, p.4).
In this report, I will discuss about Social Identity Theory,  Attribution Theory and Frustration Aggression Theory that will assist the counselling center's manager in managing the registered complaint sent to a staff member.
The service user who drew up the complaint is a 15-year-old boy who was recently diagnosed with Emery-Dreifuss Muscular Dystrophy (genetic disease that causes muscle fatigue, early development of muscle contractions), has suffered anxiety and depression, and has attempted suicide. His presence in the center is aimed at counseling sessions. (Muscular Dystrophy UK , 2021).
Counselling allows him to talk about how he're feeling at school and at home, and it can help him reach emotional equilibrium so he can enjoy life. Counseling can be advantageous to this age group because many young people are able to discover happiness and manage with their troubles with the help of counselling. (Relate, 2021)
According with Office for National Statistics (2021), the number of suicides and suicide rates, by sex and age, in England and Wales, registered in 2020 is 7 per cent of 100,000 males aged 10 to 24 years.
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Our self-concept is defined by how we see ourselves. It's a certainty that everyone of us has numerous thoughts and sentiments about himself, his personality, and his relationships with the people with whom he interacts. (Eysenck, 2002, p.276).
According to Baumeister (1995, p.58) the self-concept is the whole organised body of information about himself or herself that any given person possesses.  And more clearly, „What do you mean, when you say I” (Baumeister, 1998, p.1).
In 1982, Turner suggests that this is the fact, and that it is related to changes in self-concept, or how individuals view themselves. His theory has two key points: Personal identity (self-descriptions in terms of personal characteristics or idiosyncrasies)  and Social Identity (definitions in terms of membership in a category)
In our study case using Turner's Theory and the two key points, I was able to classify staff members and service users from a Social Identity Theory perspective.  The two tables below summarise this analysis:

Tabel 1
	Staff member

	PERSONAL IDENTITY
	SOCIAL IDENTITY

	- generally punctual
- polite
- responds to stress by raising her voice
	- old woman
- receptionist




Tabel 2
	Service user

	PERSONAL IDENTITY
	SOCIAL IDENTITY

	- rude
- selfist 
- anxios and depresiv
	- young boy
- football player






[bookmark: _Toc89835253]TAJFEL - SOCIAL IDENTITY THEORY

In 1981, Tajfel proposed Theory of Social Identity. According to this theory, we need to understand and evaluate ourselves. (Eysenck, 2002, p.281).
According to Tajfel (1981, p.255), social identity is „that part of the individual’s self-concept which derives from their knowledge of their membership of a social group together with the value and emotional  significance of that membership”. 
The theory identifies three main processes: Social Categorisation, Social Identification and Social Comparison.
· Social Categorisation - We classify people in order to get insight into their characteristics and better understand the complexities of social situations. The individuality of people is also neglected in favour of collective qualities, which we use to categorise them. Basically, we identify with the group and our personality is borrowed from the group.
· Social Identification - Identity becomes linked with our group membership as we take on the characteristics of the people we've assigned to that group. Belonging to a group has an emotional impact on the individual as well.
· Social Comparison - It is common for us to compare ourselves to other groups. (Moodle, 2021)
In our study case using Tajfel's Theory, I was able to classify staff members and service users.  The tables below summarise this analysis:

Tabel 3
	Staff member

	Social Categorisation
	Staff member, woman, old

	Social Identification
	Receptionist 



Tabel 4
	Service user

	Social Categorisation
	Service user, boy, young (15 years old)

	Social Identification
	Football player
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Human thinking has sought to find and build explanations for our experiences. We seek to understand our world so that we can adapt to situations and tend to feel uncomfortable when we cannot build an explanation for a particular situation. (Hogg & Vaughan, 2005, p.82)
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For the first time, Heider (1958) attracted social psychologists' attention to the relevance of studying naive people, or common sense. He considered these theories to be significant in and of themselves because of the influence they had on human behaviour. (Hogg & Vaughan, 2005, p.82)
Heider developed his theory on the basis of three concepts: 
· Principle 1:  our own behaviour is motivated rather than random, we tend to explore for the causes and reasons for other people's behaviour in order to find their motives.
· Principle 2: we want to predict and control our environment, we create causal theories and search for long-lasting features in the world around us.
· Principle 3:  when trying to attribute the behaviour's causality, we must distinguish between personal (internal) and environmental (external) factors. (Hogg & Vaughan, 2005, p.83)

In our case study, we explain how the behavior of the service user and staff member can be described using Heider's Theory in the tables below:













Tabel 5


Observed Behaviour
Staff member raised her voice and suggested that service users would not have access to local counselling facility if he did not comply with Covid-19 restrictions.

Internal Cause of Behaviour
Personality
Character

External Cause of Behaviour
Age


Disposition Established
Attitude of not being listened to by the teenager

Situation Response
User service is rude and swears at her repeatedly
Internal Attribution
The teenager has to listen to me because I am older and I am the authority here
External Attribution
Implementation and compliance with the restrictions imposed by Covid-19







.






























Tabel 6
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Service user is aggressive towards a member of staff
Internal Cause of Behaviour
Personality
Character
Attitude
External Cause of Behaviour
Illness
Mental health
Environment factors
Disposition Established
Attitude to listen to woman
Situation Response
Environment factors in a waiting room and a long time to wait
Internal Attribution
A woman can’t tell me what I have to do
External Attribution
The high temperature can have a negative impact





One of the most well-known errors or biases in social theory is the fundamental error of attribution, which is characterised by a tendency to emphasise the importance of dispositions or personality while downplaying the circumstances that result in behavioural changes. This evidence was obtained by Jones and Harris in 1967.  (Eysenck, 2002, p.239). 
In our study case, user service does not follow the rules imposed by the Covid-19 restrictions not because it is rude but because the disease causes great pain when sitting down. Member staff is very insistent on following the rules imposed by Covid-19 restrictions because she is in a high risk age group, and because she does not know the medical condition of the service user, she cannot understand why he does not comply with the instructions given by her.
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Dollard et al. (1939) characterise aggression as a result of frustration and believe that the existence of frustrations invariably results in some form of aggression. (Gross, 2015, p.488)
Aggression should not be confused with violence. Aggression does not involve violence.
Are our biological inheritance or our social environment causing aggression? In support of this controversy, two categories of explanations have been identified: Biological Theories of Aggression and Social Theories of Aggression. 
The biological explanation for aggression lies in the fact that aggression is an instinct to defend against certain factors. According to Freud (1930), aggression develops spontaneously and must be released. (Hogg & Vaughan, 2005, p.447-448)
In the social theories of aggression we must highlight two aspects: internal or external. These can interact to produce aggressive behavior. The frustration-aggression hypothesis established a causal link between aggression and an antecedent condition of frustration. (Hogg & Vaughan, 2005, p.450-451)
In our case study, it is observed that the staff member characterized as a punctual and polite person, who is in a risk group regarding the consequences of Covid-19 infection, becomes verbally aggressive due to the fact that she is obliged to constantly remind the service user that he must follow the restrictions imposed by Covid-19 and that he repeatedly swears at her and ignores the instructions she gives him.; the service user becomes aggressive after a staff member forces him to follow Covid-19's regulations, causing him bodily pain; on the other side, he is forced to abandon his dream of being a great football player due to illness.
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We chose to believe that life is really just and that the consequences of our actions will be proportional to our actions. However, we frequently discover that many people have hidden motivations that influence their behaviour.
This report attempted to explain the behaviour of two members: a staff member and a service user, applying three theories: the Social Identity Theory, the Attribution Theory, and the Frustration Aggression Theory. After presenting them, the conclusion is that regardless of our personality, external factors can exercise a stronger influence and influence our behaviour on occasion. However, we must prioritise free will in our actions and avoid succumbing to primal instincts.
Gradual control of an individual's aggressive impulses is undoubtedly a lengthy process of learning and self-control. (Hogg & Vaughan, 2005, p.453).
[bookmark: _GoBack]I recommend that the manager of the counseling center not dismiss the staff member because her reaction to raising her voice to the service user was influenced by his behaviour. Staff member is generally considered polite and her reaction was generated by the stress caused by the implications of Covid-19 restrictions and the repeated insults brought by the service user. Under these conditions, the complaint cannot be sustained.
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