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INTRODUCTION



This case is about the staff member which has a verbally abusive with one of the service users which is 15 years old, and which have many different medical conditions. In most of the cases, in every conflict there is more than one person involved. For instance, in this case if both parties have acknowledged each other’s point of view maybe the tension could have been prevented.

The service user’s responsibility is also to highlight any special condition which needs to be attendant from the beginning for people to be more mindfulness regarding his special needs. If the staff member has been made aware from the beginning or maybe if she was asking more questions about any special needs, the result would be different, and the situation will be managed appropriately. 


To be able to analyse properly and not be subjective in this case study it’s important to have a clear foundation and a good knowledge about how humans are behaving and how they are using different coping skills. By following and applying the Heider’s theory of naïve psychology, Frustration Aggression Hypothesis and Social Identify Theory is helping to narrow the assumption in what is the best way to handle this delicate situation. 




Heider’s theory of naïve psychology 

Heider 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.

Heider viewed people as naïve psychologists/scientists who observe other people’s behaviour in order to generate their own common-sense theories. 
Heider based his theory of naive psychology three principles.

PRINCIPLE 1

People believe that behaviour is not random: it is caused by some sort of motivation.

PRINCIPLE 2

Humans gather evidence to try to generate and support their causal theories.

PRINCIPLE 3

We attribute behaviour internally or externally.


















Using Heider’s theory is illustrate how the manager could explain the staff member behaviour.

 
Staff member used a     verbally abusive 







              Internal causes                                                   External causes





Personality characteristic                                  Situational factors
                of staff member               C

	



         The staff member is unsuitable                      The staff member is having 
           for this job, have inappropriate                      personal problems, is tired
           character, without empathy                                     or stressed






Using the Heider’s theory is illustrate how the manager could explain the service user behaviour.


Service user don’t     comply







      Internal causes                                                External causes




             Personality characteristic                                 Situational factors
                   of service user




             The service user doesn’t comply                   The service user is suffering 
                inappropriate character,                                with anxiety and depression
                   is just a child.                                            plus sitting down can cause cramping               
                                                                                         pain in his leg 
                                                                                                                         




The service user’s condition


The service user has recently received the diagnosis of Emery-Dreyfuss Muscular Dystrophy. 

According with the article wrote by Gisele Bonne and Anne K. Lampe, EDMD is a rare, often slowly progressive genetic disorder affecting the muscles of the arms, legs, face, neck, spine and heart. The disorder consists of the clinical triad of weakness and degeneration (atrophy) of certain muscles, joints that are fixed in a flexed or extended position (contractures), and abnormalities affecting the heart (cardiomyopathy). Major symptoms may include muscle wasting and weakness particularly in arms and lower legs (humeroperoneal regions) and contractures of the elbows, Achilles’ tendons, and upper back muscles. In some case, additional abnormalities may be present. In most cases, EDMS is inherited as an x-linked or autosomal dominant disease. In extremely rare case, autosomal recessive inheritance has been reported. Although EDMD has different modes of inheritance, the symptoms are nearly the same. 

Also, the service user has been forced to give up his place at the Ashton Villa football training after this diagnosis and because that was happening, he has been suffering with anxiety and depression during the past few weeks and has been persuaded to seek counselling after a suicide attempt.







Frustration Aggression Hypothesis

The Frustration Aggression Hypothesis is a social psychological theory that argues that anger, hostility and even violence are always the outcome when we are prevented from achieving our goals (i.e., frustration).

Frustration-Aggression Hypothesis developed by Dollard et al., (1939) was one of the first attempts to model and explain aggression in humans. 

Principally, the hypothesis suggests that aggression occurs due to frustration being experienced. They proposed that if an individual is frustrated by an encounter or an object then they will respond with aggressive behaviour.

It’s noticed the staff member’s frustration when the service user doesn’t follow the regulation. That is the reason for why her reaction was in that mode. The frustration I believe was caused by stress, because she is new worker in this company and this situation with covid-19 has affecting most people and at the same time she was affected by this virus. It’s really stressing to know your life is in danger and is not easy when you engaged with different people and when you don’t know if they have or not the virus. And her responsibility is to make sure that all service users are complying with the covid-19 government guidance relating to social distancing, mask wearing and hand hygiene. 




Social Identify Theory
In 1979 Henri Tajfel and John Turner proposed a Social Identity Theory which held that there are three cognitive processes relevant to a person’s being part of an in-group, or of an out-group. Such group membership being, depending upon circumstances, possibly associable with the appearance of prejudice and discrimination related to such perceived group membership.

Social Categorisation
The process of deciding which group you or "another person or persons" belongs to. At its most basic and non-involved level "any group will do" and no necessity is seen for conflict between groups.
Social Identification
The processes by which you or "another person or persons" identify with an in-group more overtly. The norms and attitudes of other members within that group being seen as compatible with your own or worthy of emulation by yourself, or as compatible with those of "another person or persons" or seen as being by open to emulation by "another person or persons".
Social Comparison
Your own self-concept or the social concept of "another person or persons" becomes closely meshed in with perceptions of group membership. Self-esteem, or the estimate of "another person or persons" is enhanced or detracted from by perceptions of how in-groups and out-groups are held to behave or are held to be able to perform or to rate in society.
According to Social Identity Theory, social comparison with the outgroup is a decisive element in the process by which social categorization can turn into the creation of positive ingroup distinctiveness. 


Impact of the age group
  
The age is another impact in this situation. Here we have two different age groups, the service user which is 15 years old, and the staff member is 58 years old.
The age group are very important when you get a job, when you must make decision, that because maybe you won’t be able to choose what is right for you and for people around you. In this case, the staff member which has 58 years old, cannot understand exactly the service user’s problems that because she maybe thinks he is young and for he is funny everything and he is just joking. At the same time the service user can say about staff member that she is too old to understand people’s problems.



CONCLUSION

[bookmark: OLE_LINK1][bookmark: OLE_LINK2]
Will be helpful for the staff member to take a break if she needs one. When she will be back, she needs to acknowledge, to be more empathetic with every service user, and not be judgemental or discriminate on the matter of age or any other aspect.
To try to understand, to ask before to take a decision and to have this reaction. To leave the job is not a right decision, because everyone deserve a second chance.  

The complaint about the member of staff should be dismissed. The situation is analysed in different ways, and that showing that is not just her fault. She hasn’t acknowledged about the service user problem. The manager can be more mindfulness in training the staff better and finding new tools in improving the over all service.  
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