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[bookmark: _Toc333497562]INTRODUCTION

This report is based on a case study, and we are required to provide guidance to the practice manager of a counselling centre concerning the issue of behaviour of a staff member and a service user. 
To study the behaviour of both members in this scenario we will discuss three theories of the field of social psychology named as social identity theory, attribution theory and frustration aggression theory. After explaining each member behaviour with respect to these theories we can easily understand their behaviour and responses, it will be helpful for the manager to make a decision.
 In this case study it has mentioned that a service user is diagnosed with Emery-Dreifuss Muscular Dystrophy. It is rare disease of voluntary muscles like arms, legs, spine and face and more abnormalities could cause problem to the heart. (Helbling-Leclerc, Bonne and Schwartz, 2002, p157-161). He has attempted suicide that is why he has been referred to counselling centre. (Bower et al.,2011) Counselling can improve mental health for a short term however general practitioner care should also bring into service. In The Guardian Newspaper on 21 Feb 2021 stated that 7% of young children have attempted suicide by the age of 17 and the rate is still increasing. (theguardiannewspaper.com)
[bookmark: _Toc1057396143]SOCIAL IDENTITY THEORY
Social identity theory is one of the famous social psychological theories which is derived from the work of Henry Tejfel and Turner on self-identity and social identity. He and his co-workers believed that people’s beliefs about themselves and about the society has an impact on human motivations and expectations. (McKeown, Haji and Ferguson, 2016)
To identify one’s self-worth the first thing to notice is how is our health condition. If we good about our health like we feel no pain and energetic, it will automatically determine our own self esteem. If a person categorized himself in a certain group which forms his positive self-concept that would become his social identity. Social identification is the image of a group which we belong to, and we have a significant value of our group. We generally categorize people on the basis of their age, status, religion or ethnicity. This phenomenon called as Social Categorization. Categorizing ourselves into the groups and comparing other groups could automatically create discrimination. Discrimination is the sense of achieving superiority over other outer groups or superiority over the member of inter-group. Social comparison based on the esteem needs which can be met by our own social groups could possibly cause disagreement and conflict. Everyone has a need to be accepted or liked by others, this needs shape our behaviour in a situation where there is a disagreement.(McGarty, 1999).
Case Study:
Service user is in early adulthood stage, where a person can clearly understand health related issues. This is the age where they can adapt health risk behaviour like smoking or drinking or can be positively adapt health boost activities like exercising or running. (Morrison and Bennett, 2016, p20 - p21). In this scenario in the context of social identity theory this teenager picture himself as young energetic person who has complete control on his behaviour. But sadly, the reality is opposite due to his illness and emotional trauma of losing his place from the football academy. This causes depression and starting having negative thoughts about himself with low self-esteem. On the other hand, staff member is at that point of age where anxiety and low self-esteem kicks in due to changes in their body physique, like gaining weight or hair loss, joint pains etc. Staff member thinks about her own social identity with her own social group and picture herself as a person to be respected. It is the duty of a staff to follow the rules inside the premises, but there could be some exception cases. This service user often becomes breathless due to which he can wear mask and because of muscles pain he can't be seated. His situation is understandable whereas newly appointed receptionist is also worried about her own social identification.
[bookmark: _Toc1240482109]ATTRIBUTION THEORY

[bookmark: _Int_VhzxFYcb]Every day we meet with different people in different situations, it is a basic human activity to try to figure out why it happened. To study the process of explaining and answering the question why, Fritz Heider has come up with theory of naïve psychology, that is Attribution Theory. Attribution is a process involved communication both internally and externally, internal communication means the way we think and perceive the situation and as a result we express it externally by talking or showing some specific behaviour which we adopt based on our judgments. People use logical interpretations of events in order “to understand and control the world”(Manusov and Spitzberg, 2008) Heider described people as a naïve psychologist because people do tend to make judgments based on each other's behaviour. He developed three principles to explain attribution theory, they are as follows:
A) People behave in certain way only if there is some motivation 
B) People generate evidences from the past experiences to support their judgments
C)Behaviour can be attributed either by internal thoughts or personal traits or external environment. (Heider and Simmel, 1944).
[bookmark: _Int_xzv2cRYY]There is an error in his theory which he explained later in 1958, that is the Fundamental Attribution Error.  FAE is that mostly people behave due to their personal factors despite of outer surroundings. Edward Jones and Victoria Harris (1967) conducted an experiment on students to believe that internal factors are more prominent on one's behaviour.


Case Study:
Staff member behaviour with respect to attribution theory can be expressed in a way that she was recently employed on this position she is is highly motivated to give her best, plus this Pandemic also making people more anxious about their health and safety, so she can't compromise on that. She might be thinking about herself a respected and responsible person to ensure everyone's safety.
A service user behaviour could be because he is feeling neglected, or maybe he has an aggressive personality. But we quite understand that people who try to end their life are most emotional and sensitive or attention seeker. If these needs are not met then they act in a certain way which is not appreciated.

[bookmark: _Toc1078887512]FRUSTRATION AGGRESSION HYPOTHESIS
Frustration Aggression Hypothesis is first developed by Dollard John and his colleagues in 1939. This hypothesis suggests that aggressive behaviour is a result of being frustrated towards certain situation or an object. If a person is not able to express frustration directly then they act towards different situation, which is not the reason of that behaviour. This is called as Displaced Aggression.

Case Study:
To discuss further on frustration-aggression theory I have used Fox Spector Model (1999) from the journal written by Thomas Reio (2011).
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Figure shown above is clearly explaining the procedure involve in uncivil behaviour. If we look at the female receptionist situation where she raised a voice on the service user, because she has been sworn at repeatedly, here is the situational constraint occur and got frustrated, and shouted at him that he will be allowed in again, this response may have given her a sort of satisfaction plus she also showed committed behaviour to follow the rules for COVID-19. On the other hand, service user who is being diagnosed with rare disease and kicked out of the football academy these situational factors making him angry and frustrated, but being rude to the staff member he is showing displaced aggression.


[bookmark: _Toc1935030995] RECOMMENDATIONS
 We have explained three Behavorial theories and discussed the case study according to these theories. It is clearly said that everyone has a unique set of traits and has his own way to response according to a particular situation. However, as a middle-aged staff member should not threaten him by saying he won't be allowed in again, she could have given him some time alone, and understand why he is being rude. She should have engaged him in communicating his requirements and tried to make him understand that there he will be seen soon by the counsellor at his turn. Receptionist's job is to meet and greet customers, and answer their queries however this job is also a quite challenging when it comes to some stubborn customers, they must deal with them in a professional manner by controlling their own emotions.
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