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Case Study Report: 
Introduction:
Being in a close relationship with a patient who is terminally ill can put the relatives in a grieved situation as a result affecting their mental health, and as a result, they can show some very aggressive and offensive behavior. The same is the case with the family of Norma. However, in order to effectively manage them and to help the staff of hospice, it is important to understand their behavior and accordingly advise the management. In this report, there will be an analysis of their behavior based on the Social identity theory Fundamental Attribution Error Frustration Aggression Hypothesis, and based on this analysis, the recommendations will also be part of the report. 
Analysis:
The behavior of the family of Norma can be explained as their behavior under the influence of their place in society. In this regard, social identity theory can be utilized. Social identity theory explains how people perceive their role in the social groups they belong to. The nature of the identities is based on three processes, including social categorization, social identification and social comparison. The social identity of the person provides a number of positive traits to the person since belonging to the social group will provide them several roles that they have to play, and they will be accountable for these social groups as well. The enhanced self-esteem, sense of worth and belongingness are due to the social identity of the person, and therefore when the person feels that the social identity is being weakened, there will be enhanced psychological distress. 
In the presented case, the family of Norma acts as the social group of her and, therefore, the support system for Norma. The intragroup conflict due to the social identity represents their behavior. The intragroup conflict is due to the motivation of the group to increase the positive social identity of the group or provide them with the privileges they lack (Bochatay et al., 2019). The disadvantaged groups fight and show resistance to the other groups in order to improve the social standing of their group. Since they are the support system of Norma, and therefore they feel she belongs to her, and they have to strive in order to provide utmost ease to her. 
As a result, when they observed that she was in pain due to her illness, they started showing aggressive behavior in order to save the person who belonged to them. The anger of the patient family, when shown to the doctors, or the management, isn’t direct towards them. However, they are exposed to the anger and offensive behavior of the family; however, the family feels frustrated about the weakened social identity of the patient as they are in an underprivileged person position (Sanford et al., 2018). As a result, they are unwilling to think in a rational way and are overshadowed by their feelings toward the patients. The social identity of the management is also very important in this regard, as they are in the position to help the patient as much as they can and provide them with the facilities which will help them to feel less affected by illness. However, when the family accuses them of irresponsible behavior or insults them for being incapable of treating the patients, their social identity is affected, leading them to feel irritated with the family and complain about them. The same is the case with the management of hospice. On the other hand, Norma is being polite to the management regardless of the pain and illness she is experiencing. The reason is that when the patients are sick and at a level where they are going to die, they tend to improve their social identity by being more meaningful and showing more consideration towards their surroundings (Sand et al., 2021). They tend to value the remaining life for them, and therefore they show positive behavior. 
Fundamental attribution error provides the very same explanation for the behavior of the patient family. It stands for the concept that people tend to overemphasize personal characteristics and will ignore the situational factors that can affect the conditions when they judge other people. Simply presenting this theory, we think that other people do bad things as they are bad people ignoring the fact that there can be reasons why they are doing a wrong act (Ross, 2018). Such as, while judging why a person committed theft, we simply consider that he/she is a habitual criminal regardless of the poor conditions he/she is facing or difficulty feeding the family or him/herself. While judging Norma’s family, it is easy to present that they think that the doctors and the management aren’t capable of performing their duties and are showing carelessness towards her. In doing so, they are ignoring the fact that the cancer is affecting her health, and as a result, she is having exposure to pain and other effects of cancer. 
The doctors, and the caregiver staff, might be doing their best to provide her with the care she requires; however, without the medical care that she needs and only relying on basic care, she is experiencing the pain that will end her life. Moreover, the staff has to manage the other patients as well and can’t stay with Norma all the time, ignoring other patients. The family is overlooking all these factors and is overwhelmed by their emotions. Therefore they are so much hostile towards the staff, calling them idiots and other harsh words. They are going through emotional stress, and this is making them unable to take notice of the rational factors that are making Norma experience all the pain. As a result, rather than thinking that the staff is unable to provide the medical care Norma needs due to a lack of knowledge of medicines and authority to give her these medicines, they think that they are insensitive towards the patients in general as they are impotent in doing their jobs. This theory explains their behavior to a large extent, and therefore if the staff views them under this theory, they might be able to understand them better and help them to manage their emotions and the stress they are going through. 
Another theory which can be viewed as a tool to understand the behavior of a family is the frustration-aggression hypothesis. It states that the aggression results from the frustration that they feel. This frustration is the event or the factor that is blocking the achievement of the goal of the person. As a result, it will act as the stimulus or reinforcement of the aggression. As presented before, the family of Norma wants her to feel at ease and not suffer from the effects of cancer. They want her to be taken care of and get the treatment that will improve her health. The family is closely related to her, and their ultimate goal is to save her with every possible effort. However, due to lack of medical care and being ill from terminal cancer, they feel frustration and stress.
 In order to function normally, they have to release this frustration and go through catharsis so that the emotional tension is reduced. As a result, they are agitated and aggressive. A person who is living in normal conditions and has experienced no such conditions will think that they are being rude and are being aggressive for no reason. However, viewing them under the frustration-aggression hypothesis, the family need to release their emotions, regardless of the place and person of releasing those (Granek et al., 2018). The person who is feeling frustrated due to the situation wants to release this tension on the related factors. However, they can’t do that. Such as, in the case of Norma, they are frustrated with her illness, her rejection of getting treated, and the effects or they might be frustrated with nature for making her sick; however, they can’t show how frustrated they are with cancer as there is no way to do that or to Norma since she is patient and can make decisions of her own. As a result, to release the tension, the displacement is shown to them, which is the unconscious defense mechanism in which the mind diverts the emotions from the original cause and towards something or someone who is less threatening or dangerous. For the family of Norma, the staff is a less threatening or dangerous source where they can release their frustration by being aggressive. Keeping this in front, the staff can understand their behavior. 
All of these theories provide some reasons why Norma’s family is rude towards the staff and showing them aggressive behavior. In order to handle them, the management should hold a consultation with a psychologist from where they can get mental support in order to manage the feelings of frustration, tension and aggression. During the counseling session, the counselor can make them understand that the staff isn’t to blame for the condition of Norma and that they are doing their best to serve them. Moreover, the staff can be provided with instructions to show more patience by making them understand their situation and behavior. As a result, they will be able to behave with family more effectively. 
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