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This report aims to discuss in detail the possible disciplinary actions for a member of staff about the way a service user was handled.  This report also covers the recent diagnosis of the service user, who has been diagnosed with a condition called Emery-Dreifuss Muscular Dystrophy, also referred to as EDMD. EDMD is a group of rare inherited muscle diseases, that only affects boys. This report also covers increasing numbers of suicide statistical rates in the UK within this age group, along with several psychological theories such as the Frustration aggression hypothesis (FAH), leading to possible behavioral issues. This report concludes with a recommendation on whether the complaint should be upheld or dismissed.
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 Psychological Theories 

Social Identity

Several psychological theories are leading to both the staff member’s and service user’s behavior. The first psychological theory is a 3-stage process developed by Henri Tajfel in 1979. Henri Tajfel was a polish jew who volunteered for the French army in 1940, whilst living in Paris at the time. He later went on to develop the 3-stage process called the Social Identity Theory (SIT). This was based on the different ranking and groups people were automatically placed in and the way people were treated according to this process.
 The three stages are - Social categorization, Social Identification, and Social Comparison. Social Categorization is where people tend to ignore the individuality of others and an automatic impression of others is formed placing them in social groups (Fiske, 2004). This could be based on a person’s career status, health status or disability, etc.
 The second social Identity theory is – Social Identification. This is the stage where people identify with a chosen group and now want to be accepted by this group and through the process of self-identification, an identity is formed (Burke, Stets, 2000). There are several actions people then start to take on board and portray as their own, such as the way the people in the new group behave. This may be done by either mirroring their actions, i.e., the way they talk and their tone of voice, the way they dress and their self-belief, their motivation and passion for things, etc. This is all adapted as they start to form as part of the group chosen.
The final stage is called Social Comparison.  This stage is the stage where people automatically compare themselves to others and other social groups because they picture themselves and their group as different from everybody else.  This could be due to several different reasons such as different roles and responsibilities, different genders, different ethnicity, or possibly different age groups. In this final stage, people lead on to become representatives of their chosen group. 

Henri’s Social Identity Theory could have been applied by the staff member unknowingly, resulting in the complaint being made. The staff member could have done this by instantly reflecting and comparing the service user to be of a different social group to herself. This could be because she sees herself as not disabled but as a healthy, polite, mature working woman. Whereas the service user would have been identified as a disabled, young man, who may not be mature, and from a different group to herself as all social inequalities will be magnified (Berzins, et al, 2018) leading the staff member to become frustrated when taking a stand and speaking out. If the staff member and service user were identified as coming from the same group, or with anything in common a complaint may not have been filed.
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Another psychological theory that could have led the staff member to behave in such a manner is the Attribution Theory. The Attribution theory was developed by Fritz Heider in 1958. Heider came up with the theory that people’s behavior could always be explainable making it dispositional or situational and that people are naïve scientists (Heider,1958). Heider’s thesis was that it should be analyzed in stages with several things taken into consideration such as, are they to blame for their behavior, have they ever behaved like this before, has their environment changed causing a sudden change in character, etc. Heider suggests that as humans we tend to look for clues as to why someone’s attributes may have suddenly changed.


The staff member could have been affected by this theory and considered the service users’ behavior dispositional, because they may have been having a long day at work or tired of their environment, etc. In return this could have led the staff member to ignore and not take into consideration the reason why the service user is behaving in this way, such as their recent diagnosis that they may still be struggling to accept, or that their diagnosis will now play a major part in their day-to-day life moving forward, changing his environment and any career or life aspirations that they once had.  When considering this theory, it seemed the staff member failed to offer any level of support and be understanding of the service user’s condition, automatically swaying towards their behavior being dispositional and not situational. 
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The Frustration Aggression Hypothesis (FAH) is the final psychological theory to consider. (FAH) was introduced by John Dollard and a couple of other psychologists from yale university in 1939. This theory states that all aggression is a sure consequence and result of frustration and anger, and blame has important consequences for economic and social behavior (Battigalli, et al,  2019). There are two different forms of aggression. The first form of aggression is Direct Aggression. This is when a person becomes frustrated by something that they could control at that moment.  For example, the service user being annoyed that he must attend counselling or that he is being nagged to constantly sit down, socially distance, etc, leading to frustration, causing direct aggression. The second form of aggression is called Displaced Aggression. This is when a person’s situation or circumstances lead them to become frustrated, and they unintentionally take the frustration out on someone else.

This theory could have helped prevent the complaint from being filed if the staff member had maybe taken into consideration the service user’s condition. If the condition was not disclosed then the staff member should have been more understanding that it is a counseling center and that people attending there are one way or another in a vulnerable state, either physically or mentally. The service user was a victim of frustration-aggression and suffered from displaced aggression due to his diagnosis and his life-changing immensely leading to his depression and suicide attempt.










The service user suffers from a rare inherited muscle disease called Emery-Dreifuss Muscular Dystrophy (EDMD). EDMD is a condition that attacks the muscles causing weakness throughout the body alongside stiff joints. EDMD is generally inherited through the mother and primarily affects males. EDMD can be a life-changing condition leading to severe depression and suicide.  

Males account for the most suicide deaths registered in the UK in 2000 three times higher than it was for women, figures averaged out at 15.4 per 100,000 for males, however only 4.9 per 100,000 for females. Statistics show that 3925 male suicide deaths were registered. The most common age bracket is 90+-year-old males. The lowest age bracket in male suicide rates is 15–19-year old’s, which has a statistic of 6.9 per 100,000.

Counselling impacts individuals in several different ways. A person may feel directionless and depressed before their first encounter, however, counselling is designed to give an individual the ability to cope with their thoughts and feelings and help to regain their well-being, positive thought process, and give an individual emotional balance. Counselling is a non-judgmental and safe way to express your emotions and discuss any issues that you may have comfortably in a calm and caring environment as they do not diagnose or label you (Mcleod ,2009) People who have undertaken to counsel generally begin to take a positive stance towards life once again and against any other problems that may occur.
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This report concludes that there may be valid reasons for a person’s behavior according to several psychological theories.  The staff member failed to take into consideration the actual responsibility that their position entails in this kind of environment. This report recommends that the complaint should be dismissed because the issue is external however, that the staff member is not completely aware of their actions and unintentionally failed to offer the level of support and sympathy that is required for a front-of-house position in this type of working environment with people who may be facing a difficult life of challenges going forward. The staff member should be required to undertake several training courses about handling people who have been recently diagnosed with a disability, and people who may be in a delicate state of mind and suicidal. This will provide the staff member with the necessary training and experience to handle challenging situations that may arise with service users of a vulnerable nature in the future.
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