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Psychology for Health and Social Care 
Introduction:
Illness never comes with moments of relaxation for both families and patients. They have to go through many ups and down and face the emotional burden, particularly when it comes to the terminally ill person. Therefore, the role of the hospice staff increases to a large extent, making them an essential part of the rest of their lives. What they do and how they behave will affect them for a long, and therefore it should be highly monitored, and training for the staff should be done on the basis of empathy and affection. However, regardless of training and education for the staff, sometimes they have encountered some families that are very aggressive. The same is the case presented in the form of Norma’s family. Norma is a 56 years old female who is suffering from liver cancer that is reoccurred from the previous breast cancer virus. Since she has refused any medical treatment, therefore, she is present in hospice. However, the staff hospice is having a hard time dealing with the family of Norma. In the presented report, there is an analysis of the behavior of Norma’s family and the staff can manage to deal with them. For this purpose, three psychological theories will be used. 
Social identity theory:
Social identity theory presents that there is specific membership a person has with the group that he/she associates. This theory was formulated by Henri Tajfel and John Turner in the 1970s. According to this theory, there are conditions that make the person behave according to the social position he/she carries in society (Brown, 2000). This theory gives the reason why people behave differently when it comes to intragroup situations. There are three main processes of this theory, including social categorization, which present the way which helps us to organize different individuals, including us, into a particular social group. In this way, understanding the social world becomes easier. This help people to define themselves and other people. When there is a special categorization of people, the behavior people are attached to the group to which they belong. The other process is social identification which includes having a certain behavior according to which the people act. These groups influence the behavior people to have. The third process is social comparison, according to which the person compares themselves with the other group (Huddy, 2001). The prestige of the person and social standing is highly influenced by social comparison. The comparison is made with the in-group member. 
If these are applied to the Norma family, they have a social identity that influences their behaviour. They are categorizing themselves with the families of the ill person, and therefore they are on the aggrieved side who should be sympathized with. According to this categorization, they should be angry and feel much burdened. They are feeling very emotional, and therefore, they are not supposed to act rationally. In this way, to keep their social identity sustained, they behave rashly with the staff members. Though they might act as calmer and collected people however the family of the terminally ill person should feel a high level of grief, and the same is the action of this family. According to their social comparison, they are comparing with the other families who are present around them. Some of them might not be feeling as overwhelmed as they are, or their patient might not be in much pain. As a result, they compare themselves with these families and perceive that they are being mistreated by the staff members. They are in competition with these families to maintain their social identity. With this theory, the behavior of the family can be justified; however, if they are expected to act more rationally, they might not behave with such rudeness to the staff members. Moreover, the intragroup conflict shows that they might be on the disadvantaged side as they are suffering from pain while the staff members have the authority to control the hospice. Therefore, the conflict between the social positions affects their thinking ability, and they show aggressive behavior in order to protect the person who belongs to them and their social group. If we see the behavior of Norma, it can be presented that she is acting according to her social identity theory as well. She is a terminally ill person and is going to die soon. In this way, rather than creating issues for the staff, she is being very polite and acts nicely. 
Fundamental attribution of error:
Fundamental attribution of error presents that when there are people who are showing the same behavior, there will be different explanations present in the mind of the person. They will consider that the person next is on the wrong side while they are standing on the right side, and in case they make some mistake, it is because of different reasons (Harvey, Town and Yadkin, 1981). This can be explained with the help of the example that a person might scold his/her junior for being late to a meeting regardless of hearing the excuse. However, if he/she arrives late at the meeting, there are excuses present in mind that they had encountered traffic. These excuses provide us with an escape from our behavior (Tetlock, 1985). In the presented case study, Norma’s family presents the very same attitude. They are very angry about the behavior of the staff; however, they have an excuse to act rashly as they have the excuse of her illness. They might present that they are feeling overwhelmed or their patient is suffering from such pain has made them act harshly with the staff. When they see her in pain, they simply think that the doctors or the staff are people with no capabilities and they are ignoring the patient on purpose. It is because they have authority, and therefore, they are neglecting her. However, if we talk to them about their behavior, they will say that they are hurt because of her illness. Therefore, they are not able to think in the right direction. In this way, they are provided with an excuse for their behavior. 
Since Norma has refused any medical treatment, she might not be provided with the medical procedures which she requires in order to cure her or reduce the pain. On the other hand, the staff is only allowed very little authority, and it might not include injecting her with any medicine and asking the doctors. As a result, they have to deal with Norma along with her pain. They might be very capable; however, her illness is very painful, and therefore she might be showing emotions of pain. Now the family of Norma might not give them this excuse which is not an excuse but rather a reason why they might not be treating her or injecting her anything. However, the family will only blame them for being incapable people who don’t know how to do their jobs. 
Frustration aggression model:
The frustration-aggression model is also very effective when it comes to an understanding the behavior of the family. Frustration aggression hypothesis. In this theory, frustration is the feeling of tension that a person feels when they are not able to achieve certain goals. There might be many direct or indirect reasons why they are not able to achieve their goals, and therefore, they feel frustrated. When frustration occurs in the person, it is mostly vented out in the form of anger, and this anger leads them to aggression (Berkowitz, 1989). The person might show aggression and very negative behavior as they might not be able to achieve their goals, and therefore, they are frustrated. For example, when the person is trying to get higher grades, however, he/she might not be feeling well and have to leave the test. As a result, the grades are affected, and he/she will be frustrated and eventually have a high level of anger leading to aggression (Hopper, Babul, Stewart and Woo, 2012). According to this theory, this is the process of catharsis through which people are able to relieve the emotional tension that they feel. Or it is a way of displacement of their emotions which is venting out their emotion different than the original cause. 
If Norma’s family is analyzed under this hypothesis, it can most effective present why they are acting with so much aggression. The family want that Norma feels well and there is no pain for her since they love her. However, there are reasons why she is suffering, she is not getting any medical treatment, and her cancer is at the last stage as well. In such conditions, their goal of making her feel relaxed is not achieved, and they feel frustrated. They are angry at Norma for getting the illness and not having the medical treatment. Or they are angry at nature for giving Norma cancer that she experienced in the past. However, they can’t vent them on either. Therefore, staff looks like a less harmful and easy target on which they vent out their anger and frustration. Therefore, they are aggressive towards them. The situation is making them behave with so much aggression; therefore, the focus of the employees must be providing them with a lot of empathy and convincing Norma of the medical treatment so that she might not feel pain. 
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