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1. Introduction
I am authoring a report to the practice manager regarding the incident with the 58-year-old woman who is the part time receptionist and the service user who is a 15-year-old boy who recently been diagnosed with Emery Dreifuss Muscular Dystrophy. “Muscular dystrophy (MD) is a group of inherited diseases in which the muscles that control movement (called voluntary muscles) progressively weaken. In some forms of this disease, the heart and other organs are also affected (Mikstas 2021). I will be using 3 theories and explain how these could apply in this situation, the theories I will be using are social identity theory SIT), attribution theory and frustration aggression hypothesis (FAH). 

2. Social identity theory
Social identity theory is an individual's knowledge of belonging to certain social groups and feeling like they are valued in that group. Three main processes to social identity theory are.
· Social identity
· Social identification
· Social comparison
“Social identity is the part of the self that is defined by one's group memberships. Social identity theory, which was formulated by psychologist Henri Tajfel and John Turner in the 1970’s, describes the conditions under which social identity becomes more important that one’s identity as an individual. The theory also specifies the ways in which social identity can influence intergroup behaviour (Vinney 2019). 
The service user is a 15-year-old boy who has recently been diagnosed with Emery Dreifuss Muscular Dystrophy so with his social identity we would have to consider he feels within himself. He was on to massive things when he was playing for Aston Villa football training academy with his future looking so bright. Then sadly he was diagnosed with this disease and his whole future came crashing down and he now may feel as though he has nothing to live for and that could be the reasoning behind why he had a suicide attempt. He was highly active and now he suffers from a large amount of cramping and often becomes breathless. His social identity is exceptionally low and after being in a group at the football academy he may now feel as though he does not belong in any group and does not feel valued, he has incredibly low self esteem
The Staff member may have felt as though she has been violated and disrespected by the service user because he swore at her several times, but she should not have raised her voice which is not her normal character and is usually polite she should have stayed calm because she must act professional when she is in the workplace and be considerate because she may not know what this boy has been going through and does have to consider that he is attending to have some counselling because something awful may have happened in his life. “Social identity theory asserts that one’s self-conception is the combination of a collective identity and personal identity. Explore this concept through learning contributing variables, and its relationship to group selection” (Wengrzyn 2021). 

3. Attribution theory 
“In psychology, attribution is a judgement we make about the cause of another person’s behaviour. Attribution theory explains these attribution processes, which we use to understand why an event or behaviour occurred” (Hopper 2018). As people we believe that our behaviour is triggered by altercation, we attribute behaviour internally or externally. 
· Attribute internally - Personality, attitudes & characteristics
· Attribute externally – Environment or the situation
When we try to understand people's behaviour, we use the attribution theory to try analysing why they are behaving the way they are, what might have happened, and how they will act in the future.
When using attribution theory on the staff member I would say that she was feeling as though she has been disrespected as she has been sworn at from the service user repeatedly. Internally she must feel did she do something to cause him to swear at her or is he just an aggressive person or if he is just in a bad mood. Externally she will be thinking has something happened in the waiting room, is it his surroundings or is it because he does not want to comply with the Covid - 19 government guidance rules. As she is the staff member, she was not thinking about his feelings, she was more focused on her job role and making sure everyone is wearing their masks etc and ensuring that the other people in the waiting room feel safe hence why she told him he will not be allowed in again. 
When using attribution theory on the service user I would say he was feeling as though she does not know his situation and his disability or what he has been through recently. He has so much anger in him he was a healthy young boy who had such a bright future playing for Aston Villa football training academy. He is in a very dark place in his life and had a suicide attempt and has anxiety and depression. “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” (Marsh 2021). Internally he must feel as though is she being funny with him because of his disability or is the staff member shouting at him because he is only 15 years old. Externally he must feel as though he is in a waiting room, and he does not want to sit down because if he does this then it can cause cramping pain in his legs. He must also feel as though he did not want to wear a mask because he becomes breathless as he prefers to stand and move around. “Fritz Heider is acknowledged as the father of attribution theory. Heider’s attribution theory is one of the first theories in social psychology to explain how people draw causal inferences for behaviour. His basic thesis was that people attribute behavioural outcomes to dispositional (internal) causes or situational (external) causes” (Sengupta 2020). Below I have used Heider’s theory to explain potential causes for the aggression observed by the service user.


      Observed Behaviour
Service user is aggresive towards a member of staff
Internal Cause of behaviour
Low self esteem
Lack of motivation
External cause of behaviour
Illness
Travel distruption
     Disposition established
Impatient
       Situation response
Travel distruption
         Internal Attribution
Irratated 
Angry
     External Attribution
The service user has personal problems


4. Frustration aggression hypothesis (FAH)
Frustration often leads to someone becoming aggressive, “this theory suggests that certain cues in our environment have become strongly associated (learned) with aggression and aggressive behaviour – they have aggressive cue value. If then, a person becomes frustrated in the presence of these cues, he will behave more aggressively” (Ford 2020). 
The service user became frustrated because of staff member had told him to wait in the waiting room and he was not comfortable in his environment especially with all the covid-19 rules. This has triggered him to become aggressive towards the staff member because he is already angry with everything that has happened to him especially with his health issues. He is also most likely to be frustrated of the fact that he has come to receive some counselling regarding all his issues. “Talk therapy encourages open and honest dialogue about issues that cause you distress. Through your relationship with you therapist, you’ll work to identify and understand how these stressors are impacting your life, plus develop strategies to manage the symptoms” (Lindberg 2020).
The staff member became frustrated because the service user became aggressive towards her, and he started swearing at her in the waiting room. This then has triggered the staff member and she has now turned aggressive and raised her voice towards the service user and told him he will not be allowed in again if he does not comply, “Patients are frustrated, understandably about waits and covid precautions, but blame the hardworking staff that are trying to hold up a system in crisis. I’m exhausted, numb, heartbroken, angry, tired” (Gallagher 2021). The service user got more aggressive because he could be thinking that he cannot come to have his counselling appointments which is the only thing that can help him get his mental health back on track. It is understandable why both service user and staff member had become frustrated and aggressive because they just reacted to a situation where they both may have felt embarrassed and irritated. 

5. Conclusion and recommendations
I have used these theories to help me consider what the outcome should be about the complaint relating to the staff member and the service user. The service user is only 15 years old and is disabled, he has had a traumatic time lately and is extremely angry with life at this moment in time. The staff member should not have raised her voice towards the service user but after using the frustration aggression hypothesis I can understand that she became frustrated because the service user was swearing at her and acted aggressively by raising her voice without considering his circumstances and why he is there. I think the complaint about the member of staff should be dismissed because she has never acted this way before, but I do think she should get a written warning to prevent this from happening again because no matter what the staff member should always act professional. 
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