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INTRODUCTION

                  In this case study, Norma has just joined the hospice care. She is on palliative care. She was first diagnosed with breast cancer in 2002. And after 20yrs., her cancer has reoccurred in her liver. Norma refuses to have hospital treatment, and that is her choice.
                        The local hospice has asked for advice on how to work on new patient and their family. I will be writing a report to help the staff  understand possible causes for Norma’s family behaviour toward the staffs. I will be discussing psychological theories, Social Identity theory, fundamental attribution error and frustration aggression hypothesis.
                        It is important for any organisation to understand the causes of patient , families, or even employee’s bad behaviour to have a good environment.





SOCIAL IDENTITY THEORY
     
               “ Our knowledge and emotional attachment to our group membership have implication for our well-being and behaviour” ( Tajfel & Turner 1979).
                    “ A social Identity is a person’s knowledge that he or she belongs to a social category or group” ( Hogg. M., Abrams. D, (1990). 

                    What are the three factors of social identity theory?
1. Social Categorization: is deciding what group individual’s they belong.
2. Social Identification: Determined how compatible the individual’s is with others.
3. Social Comparison:  making comparison between in- group and out- group. 
                  To explain it further in the case study, I will start with Norma as she is the main character in this case study. Norma has cancer in liver and has been admitted to hospice care for end-of life care. Norma has a husband and two children. That is Norma’s social categorization. She is now identified as one of the patients in hospice care. Now what is a hospice care? It’s an organisation that delivers care, comfort and quality of life who’s approaching the end of life. They attend to patients’ pain and symptoms, emotional and spiritual needs. Hospice Teams includes Doctors, nurses, social workers, therapist, councillor, health care assistant and trained volunteer. I would categorise the hospice teams as a group’s membership in and out group. 
                      When we put people into groups and categories, we tend to exaggerate. This called us/ them. As a patient, they expect good quality of care, and that’s include their family. They don’t want to see their loved one suffering. They expect same treatment as the rest of the service user. What they don’t realise is their situation could be different from the rest of the service users. Like for example, it is not time to give the medication, because they can the pain in their loved one, they want immediate cure without thinking that it is not time to give the medication. Or maybe the Nurse has forgotten to administer the medication due to incompetency or lack of training.




                     




FUNDAMENTAL ATTRIBUTION ERROR

Attribution is something we do in everyday life. It’s human nature. We attribute behaviour internally and externally. “ Heider viewed people as naïve psychologist/ scientist who observed other people’s behaviour to generate their own common sense.
 Fundamental attribution error (FAE) is taking account of errors that can occur (Heider, 1958). Also referred to as the correspondence bias ( Jones & Harris 1967).
                    Fundamental attribution error states that people are more likely to attribute behaviour internally even when there is evidence to suggest that the behaviour was due to situation.
Individual’s tendency to attribute another person action thru their character or personality ( internally), while attributing their behaviour to external situation factors outside their control. Fundamental attribution error is the root of misunderstanding in which people may be misinterpreted.
                     Norma’s husband and two children has been rude and aggressive to the staff. Accusing of leaving Norma in pain and asking to give more morphine! The staff has been complaining to the management team getting verbal and physical treatment from Norma’s husband and two children.
In an organization they need to know the cause of this behaviour as early as possible, to solve the problem. Norma’ husband and children maybe in a lot of stress, maybe they don’t want to see Norma in pain. This situation might influence Norma’s husband behaviour. He tried to blame the staffs moral, playing as a victim. This is dispositional attribution, one of Freuds defence mechanism in Psychoanalysis. We assume based on their character. Or maybe the nurse has forgotten to administer the Morphine. As a management team you had to ask is it the nurse character to be forgetful? Is the Nurse done her training? Is there enough staff?  Or maybe the morphine has been given and has not kick in yet? By using internal and external attribution maybe you can avoid fundamental attribution error. We need to gather more evidence to support the family and the staffs. Norma’s husband direct strong emotions and frustration towards the staffs. This because of health concern for he’s wife Norma.
                            “ We use three aspects of information to decide whether someone’s behaviour was internally or externally motivated’ ( Harold Kelly). 
1. Consensus: Will others act in similar way?
2. Distinctiveness: Will she act in similar way with others?
3. Consistency: Is the behaviour consistent each time the events happen?
                          In this case study we can ask if Norma’s husband behave same way as other relative. Will he act the same way with other people. Does Norma’s husband behaviour consistent? If the behaviour is unusual for this person, we can ask ourselves what situation was Norma’s husband was at the time of event? 
               In Heider’s theory , people believe that behaviour is not random: It is cause by some sort of motivation. Human gather evidence to try  to generate and support their casual theory, and we attribute internally and externally.

Heider theory  ( case study)



                                               --- STAFF NOT GIVING MORE MEDICATION-----


INTERNAL ATTRIBUTION                                                                        EXTERNAL ATTRIBUTION
              
                                                                                                                                             





1. NEGLECT                                                                                              1. MEDICATION TIME
2. INCOMPETENT                                                                                    2. TIMING
3. NOT FOCUS ON THE JOB                                                                   3. ADMINISTRATION TIME
4. CAN’T DO THE JOB PROPERLY                                                           4. LACK OF TRAINED STAFFS

                THESE ARE AN EXAMPLE OF INTERNAL AND EXTERNAL ATTRIBUTION



FRUSTRATION AGGRESSION HYPOTHESIS

            What is frustration?  Frustration is a dissatisfaction with the specific situation. Frustrations comes when you attempt to manage a situation but failed.
                What is aggression? Aggression is a violent behaviour or attitude towards another person or objects. 
                 “ Aggression is a behaviour redirected to another person with intention to harm” ( Anderson. C. A., Brad. J. (2002). In addition, “ The perpetrator believes that he’s behaviour will harm the target. And the target gets motivated to avoid the behaviour” ( Bushman & Anderson 2001).
                   Frustration aggression hypothesis is developed by Dollard et. Al., in 1939. Hypothesis suggest that aggression occurs due to frustration being experienced.

                   Staffs in hospice care are complaining about Norma’s husband and children behaviour. They are being rude and aggressive to staffs. And the staff are struggling to understand the behaviour of Norma’s family. Now, Norma’s husband is showing sign of frustration, by being rude and aggressive to staffs. Maybe he’s been acting like that because of Norma’s situation, He is scared he’s losing Norma, or some other problems like financial, or maybe he has been provoked by He's children? Yes maybe. Some people turn to drugs and alcohol, feeling sad and anxious, even self-harm or starving oneself. Or maybe losing temper, which is what Norma’s husband is showing to the staffs. He was frustrated with Norma’s health and other problems; he became aggressive to the staffs. And according to Merler and clayton (2012), That Freud’s psychodynamic theory  views that human are aggressive by nature but in a self-destructive nature which is refocused in outward aggressive behaviour.
                    To be able to support Norma and her family, Staffs needs to understand why this behaviour is occurred. They need to be trained, so when this problem come again, they be able to deal with it in professional manners. Being part of the hospice care team is to give best care, comfort, and quality of life not only to the service users but also to their family. They need a lot of support. It is very important for an organization to give enough training to all staffs, new or old, to make them understand how to deal with frustration aggression. Give as much help, with empathy and a lot of patience. Some staffs help because they want to be recognised in their department, others do it for the sake of getting back what they have given, but why not help with all your heart without expecting anything in return. It’s a good deed for God.


CONCLUSION:

               Psychology is important when you are working in Health and Social care settings. Whatever job position you may have. To be aware of human behaviour , depending on their character, Health, and well-being. Psychological theories are adaptable to be applied in health and social care settings. Especially when you are dealing with difficult situation like this case study. This report will help the staffs to develop in understanding the behaviour of Norma’s family and be able to deal with it in professional manner.
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