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Introduction 
In this report I will be discussing a complaint received from the local counselling Centre regarding a staff member and a services user who was verbally aggressive looking at key theories and models within this report. I will be discussing Henri Tajfel and his Social Identity Theory, Fritz Heider Attribution Theory and Dollard, Doob, Miller, Mowrer, and Sears and the Frustration Aggression Hypothesis and reflect on the staff member and service user behavior and how each theory may give explanations for each of the individuals reactions to one another.
 The service user has been diagnosed with Emery-Dreifuss Muscular Dystrophy (EDMD) is one of nine kinds of muscular dystrophy. Muscular dystrophy is a catalogue of inherited, degenerative disorders that mostly affect muscle movements and is a life limited disease symptoms are stiff joints in elbows, neck, legs (Emery-Dreifuss Muscular Dystrophy (EDMD), 2021). 
The concept of counselling is where the individual not only learns more about himself, but also gains new skills. Sometimes, counselling entails learning more about a specific condition such as depression, anxiety or eating disorders or other mental health conditions that the individual is suffering from to fully understand therapeutic interventions (Potential Benefits of Counselling, 2021).
Referring to the Samaritans suicide rates within young males between the ages of 15-19 shows the induvial of suicide 2018 within young males was 121, in 2019 it was 118 and the record for 2020 suicide rate within young males was 106 (Latest suicide data, 2021).
 







Social Identity Theory 
Social identity theory examines the role of self-concept in group membership, group activities, and intergroup connections from a social psychological perspective. It includes several interconnected concepts that focus on group life's social-cognitive, motivational, social-interactive, and macrosocial aspects. Henri Tajfel created social identity theory in the early 1970s in Britain, based on his scholarly and personal interests in social perception, social categorization, and social comparison (Hogg, 2018). 
Referring to the case study, the social categorization of the staff member being a 58-year-old female, she's able bodied, she's a staff member and a services user is not he’s a 15-year-old disabled male they wouldn’t normally share any social categorization.
The young service user may socially identify as a young man and not want to identify as a service user and do as the other service uses in the room do, he may have seen a difference in the staff member and himself as she may have been wearing a uniform or a name tag. The staff member may socially identify as professional, and she must act in a certain way and talk in a certain tone.
The staff member and Service user don’t share a common group if the staff member maybe was a younger male staff member the service user may not have seen the staff member as a threat and reacted in the way he did as to swear at her because he would have had more common ground with a younger male staff than the older female staff member. Regarding the staff member maybe she would have reacted different if she had been dealing with a woman who was closer to her age and was female as they would of have some common ground.





Attribution Theory 
For both object and human perception, Fritz Heider created attribution model 1920. Heider then focused his attention on the field of social interactions, questioning how people engage with one another and, in, how they interpret one another's behavior. Heider believed that Individual's behavior is not just caused but caused by a motivation. In person perception, Heider hypothesized that an attribution process is involved (Malle, 2011). 
The "fundamental attribution bias," that becomes our intention to generate more internal than external attributions for individuals (Manusov and Spitzberg, 2008). 
Referring to the case study and Heider theory, the staff member may think that the teenager is irritating and offensive in his behavior and not listening to regulations being put upon him. 
Teenager may be blaming the staff member for being over barring towards him enforcing the covid restrictions. Individuals gathering evidence to explain and support a situation, staff members think he’s rude, ignorant and irresponsible by not listening to restrictions. 
The service user may think she doesn’t understand he’s in pain standing in one position causes discomfort, redness in the face from not being able to breathe through the masks.  
Fundamental Attribution Error
 I feel that the staff member made a fundamental attribution error, because she works in a counseling center so individuals that come into her workplace are obviously coming there for a reason. She should have been aware of the service user's external behavior as to why he was acting in the way he was. 
The staff member should have been aware of this when speaking to the service user and she should have picked up on that there might be the reason why he was behaving in the manner that he was like pacing up and down not wearing a mask instead the staff member was focused  more on following their guidelines which she wanted to have in place, the staff member focused more on the internal reasons behind the service users behavior.





Frustration Aggression Hypothesis 
Dollard, Doob, Miller, Mowrer, and Sears released a book on aggressiveness in 1939, in which they proposed the frustration-aggression theory (FAH). This hypothesis appeared to have a huge influence, demonstrating that the presence of frustration usually implies the presence of violent behavior and, conversely, that the presence of frustration inevitably leads to some form of aggressiveness (G. Vander, 2005). 
Referring to the case study in the waiting room of the staff member, it may have shown direct aggression by feeling frustrated at not being listened to and her instructions are not being followed and then was Sworn at which led to direct aggression in her shouting at the service user. The Service user may have felt frustrated by having to wear a mask being told to sit down not to walk round, that then resulted in direct aggression by swearing at the staff member. 
Latest research has discovered that displaced aggression occurs when the individual is not the one which triggered the annoyance in the first instance (Anderson and Bushman, 2002).
The staff member may of have displaced aggression towards the Service user because she may be feeling frustrated with her job having to continuously having to implement the covid restrictions, something may have happened in her personal life impacting on her day leading her to feel frustrated when being Sworn at by the service user she may have displaced her frustration towards the service user when she shouted at him.   
Anderson discusses how being in pain or discomfort can increase your frustration and aggravation (Anderson and Bushman, 2002).
The service user may have been feeling frustrated by losing his place on the Aston Villa football training academy and being recently diagnosed Emery-Dreifuss Muscular Dystrophy which is life limiting disease. Limitations when socializing with friends being in continuous pain and suffering with anxiety and depression during the past few weeks may have resulted in the service user displacing his aggression onto the staff member.	




Conclusion
Through this report I have discussed social identity theories to study behavior of the staff member and the service user. I have identified through looking into the social identify theory the service user and the staff member did not share a social identity in the first instance which created the initial threat felt by the service user. 
The attributions theory by Heider I believe that the staff member displayed fundamental attribution error by not examining the external reasons that may have caused the service user to behave in the way he did, and should have been aware in the place in which she is working is a counseling center and the types of service users she will be interacting with will have been through some sort of distress and mental health problems and may have reason behind their behavior. 
The frustration aggression hypothesis indicates that both the service user and the staff member may have had displaced aggression towards one another that resulted in the behavior mentioned in the complaint.
The information in this report drives me to believe that the complaint should be upheld on the basis that the staff member is a fault for not looking at where she works and the emotionally fragile individuals she will be in contact with on a daily basis and that some of the behavior she may encounter could have an explanation.
Looking at the Samaritans suicide rates of teenagers between of service user age group highlights the numbers are high, and the service user shouting at the service user that he would not be able to attend the counselling center again could trigger an already vulnerable service user into not pursuing getting the help especially as he was persuaded to go to the counselling center in the first place the staff members reaction to the service user could have deterred him from returning and seeking the help he needs which could help him process the emotional turmoil he is currently facing.
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