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[bookmark: _Toc87126181]Introduction 
This report is based on a case study about the conduct of a reception staff member with a verbally abusive service user and how the practice manager can use this report to support and guide their decision in how to deal with the situation. I will explain the potential causes for the behaviour of the staff and the service user using psychological theories such as the social identity theory, the attribution theory and frustration aggression hypothesis. 
The service user has a condition called Emery-Dreifuss Muscular Dystrophy. “The muscular dystrophies (MD) are a group of inherited genetic conditions that gradually cause muscles to weaken, leading to an increasing level of disability.” (NHS Choices, 2019). This is a developing condition that develops in childhood or early adulthood and is caused by a genetic factor which is responsible for the formation and functioning of one’s muscles. Generally, people with this condition live on until middle age.
The service user was persuaded to seek counselling after a suicide attempt. “About 7% of children have attempted suicide by the age of 17 and almost one in four say they have self-harmed in the past year, according to a paper in the British Journal of Psychiatry, and experts say the figures could rise as a result of the pandemic”. (About 7% of UK children have attempted suicide by age of 17 – study, 2021).
Counselling is very important for anybody who is suicidal or going through any mental health issues as trained professionals can make a great impact on the lives of individuals by getting the professional support, they need to face their daily challenges. 

[bookmark: _Toc87126182]Social identity theory 
The social identity theory was constructed by Henri Tajfel who’s based this theory on social categorisation, intergroup relations, social comparison, prejudice and stereotyping. 
Henri Tajfel developed this theory to explain how individuals construct and define their place in society. It is used to predict situations and events in which individuals think of themselves as individuals or group members.
“Social identity theory is a social psychological analysis of the role of self-conception in group membership, group processes, and intergroup relations. “(Peter J. Burke, Michael A. Hogg, 2018).
Tajfel states there are three main processes to form the social identity theory. 
1. Social categorisation- this means we assign ourselves or people to certain categories that give us information about and then we being to categorise. Social categorisation is when you gravitate to someone of the same ethnicity or background as us. We ignore the uniqueness of people.
2. Social identification- this is when we identify ourselves or people as either male, female, their religion, age etc. we then adopt the identity of the group we have categorised with and follow that group and become emotionally involved with them. You want to stay a part of that membership and not want to let them down. You also start behaving somewhat like your group members, so they like you and to impress them. 
3. Social comparison- once identifying ourselves with the group, we begin to use the terms us and them. Groups start comparing themselves to other groups. ‘INGROUP’ which is our own group vs the ‘OUTGROUP’. Anybody that we feel is different to ‘us’ we refer to them at the ‘outgroup’. This is when divisions start to occur. 
I believe this theory we can relate to the situation with the member of staff and the service user. Maybe it is that the member of staff feels she is categorised herself with an older group of people and feels that she shouldn’t be spoken to with any disrespect and that people of her age shouldn’t be spoken to like that. Or it could be that the service user is of a younger age a teenager and identifies and categorises himself with people of his own age. 

Attribution theory 
The attribution theory looks at how people translate events and how this relates to their thinking and actions. Us as individuals want to be able to understand and explain our experiences. “Attribution theory is a cognitive theory of motivation. The theory states that humans are conscious, rational decision makers.” (Hopkins, 2015)
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