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1.INTRODUCTION

The report is about the complaint about the conduct of the reception staff member dealing with the service user who was verbally abusive to the staff.
In this report, it will include the discussion and what happened using the three key psychological theories about the possible causes of the behaviours of both the staff member and the service user. The three key psychological theories that will be discussed on this report are:
· Social identity theory (SIT)
· Attribution theory
· Frustration aggression hypothesis (FAH)
It most be noted that the service user is suffering from Emery-Dreifuss Muscular Dystrophy as he has recently been dragonised of it and his lost of a place in Aston villa football academy has resulted him to seek counselling which will help him to have the ability to cope with his current situation. The statistic of suicide rate amongst his age group according to office of national statistic, the suicide rate of 15 years old to 19years is 6.9 suicide per 100,000 population.



















2.SOCIAL IDENTITY THEORY

 WHAT IS SOCIAL IDENTITY THEORY?

Social identity theory (SIT Taifel,1987 and Turner,1979) has defined social identity theory as an individual having knowledge that they belong to certain social groups together with some emotional and significant values to them as a group member and the self-conceptions as a group member.
Social identification is being part of a social groups and such identification will promote self-identification. Social identity is when an individual sense who they are based on their group membership Tajfel (1979), groups such as family, football clubs, which people belonged to are vital and important part of their self-esteem and pride.
There are three main process of social identity theory that is going to be discussed in this part of the report. The three processes are:
· Social categorisation
· Social identification
· Social comparison

2.1 SOCIAL CATEGORISATION.
Social categorisation is a process of categorising as ingroup that is us and out group that is them and members will seek to find the negative aspect of the other group therefore to enhance their self-image. This is where you categorise oneself in a group and others belonging to outer groups to produce a social identity.

2.2 SOCIAL IDENTIFICATION.
As human being, before joining a group, we tend to identify a group to become a member of that group. If we identify ourselves as a group member, we tend to act the way members of the group behave according to the norms and values of the group. The individuals enhance their self-esteem by joining and identifying themselves in a successful group. 

2.3 SOCIAL COMPARISON.
Social comparison is the final process of social identity theory as we already categorise the other groups and identify ourselves as a group member, we as an individual generally tend to compare and compete with the other groups to ourselves. We compare favourably our group against the other group to maintain our self-esteem.
Hostility and competition between ingroup (our own group) versus out group (the group we compare our own group to) becomes competing of identities.
The social identity theory applying to the case study about the service user’s behaviour towards the service user. The behaviour of the staff member towards the service user is due to the personality characteristic of the service user as the service user has categorised the staff member as a old woman and will adhere to the instructions from her and there he became sexist and ageist towards her. He may identify himself as a man and may and thinks that they are not in the same social category also contribute to his behaviour towards the staff member 



 
























3. FRUSTRATION AGGRESSION HYPOTHESIS (FAH)

An individual behaves aggressively as a result of frustration. Therefore, according to Dollard et al., (1939), frustration is equals to aggression. Theory proposed that an individual is frustrated by an encounter which will frustrate them, and they will respond in a behaviour that will be aggressive. Miller (1941),” the occurrence of aggressions always presupposes frustration.
If an individual is unable to express their frustration in an aggressive behaviour, they tend to direct their aggression towards other objects or situations which is called displaced aggression.
Service user is aggressive towards a member of the staff due to possible both internal and external cause of behaviour. The internal causes of behaviour of the service user maybe he might be both sexist and ageist towards the receptionist as she is a woman and older than the service user.
The external causes that beyond his control are the confined space he is put under, he is counselling centre, his ill ness, his medications. He is a 15-year-old and as a result puberty might play part in his behaviour as well as loosing a place in Aston villa football training academy, he was asked to follow the covid guidance rules by wearing mask and the reception giving him instructions. All the above factors on the service user, can frustrate him as a result, he become aggressive towards the receptionist.


















4. ATTRIBUTION THEORY

Attribution theory is something an individual do as a human being every day. Heider theory of naïve psychology view an individual as naïve psychology or scientist who observer other people’s behaviour in order to generate their common-sense theory.
He based the theory on three principles:
Principle one:
He believes that an individual behaviour does not happen randomly as it is caused by a motivating factor.
With regards to this principle on the case study, the user’s behaviour towards the receptionist was motivated by the fact that she is pushing the rules too much on for the liking of the service user and the receptionist on the other hand blaming the service user not complying with the covid rules and regulations and threaten the service user that he may not be allowed in again.
Principle two:
People tend to gather evidence to try to support for their behaviours. In this case, the service user trying to explain to the receptionist about his condition example of his condition include suffering from depression and anxiety, been persuaded to seek counselling after a suicide attempt etc.
Principle three:
In this principle, people tend to attribute their behaviour on internal and external factors. We attribute the behaviour of a person internally of course the individual’s behaviour is attributed to their personality the attitude as well amber character.
we attribute the behaviour of an individual externally because the individual behaves in a way that is beyond their control and because of the environment or the situation they found themselves into.

5.FOUNDAMENTAL ATTRIBUTION ERROR
According to Heider (1958), the fundamental attribution error that people are more likely to attribute behaviour internally even when there is evidence to suggest that the behaviour was due to the situation.
in applying the attribution theory to the case study, the service user aggressive behaviour towards the staff member was attributed to the fact that he may be sexist and ageist towards the staff member which is an internally cause of behaviour and is aggressive towards her because she is a woman telling him what to do.
There is also an externally cause of behaviour that is beyond the service user’s control because it is externally influenced such as he is in the confined space, is illness, he is on medication, and all these are situational factors all add to his frustration thereby causing his aggression towards staff member.
Both staff member and the service user should both think outside the box because the situation out of both of their own control and maybe they should have listen to each other and there will be no such aggressive behaviour in taking place because they will both recognise each other’s position in this situation as the staff member is trying to do job diligently as required of her and the service user also having his own issues mentioned that are bothering her as a result the both have a fundamental attribution error here.





























6. CONCLUSION AND RECOMMENDATIONS

The report included the psychological theories of social identity theory, attribution theory and frustration aggression theory that may be the possible cause of behaviour of both the staff member and the service user.
I there recommend that the complaint should upheld, and the staff member should be guided by his superior as she is new to the job. She needs to undergo awareness course to equip her with knowledge as to how to deal with service users that use the counselling centres.
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