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Within the report, the following will be discussed. Different theories explain the probable causes of the behavior displayed by the service user and staff member. The report will discuss the following 3 psychological theories.
· Social identity theory (SIT)
· Attribution theory
· Frustration aggression hypothesis.
The service user is a 15-year-old boy who has very recently been diagnosed with ‘Emery-Dreifuss Muscular Dystrophy’ (MD) which causes muscle weakness. 
In 2020 within the 15 - 19 age group 4.9 out of every 100,000 people committed suicide. The RSPCH received 3,500 referrals to ChildLine for suicidal concern in 2018/2019. (Suicide| Childline, 2021)
45% of ChildLine counselling sessions were related to self-harm and suicidal thoughts alongside emotional health wellbeing.
People with long-term health conditions can be more vulnerable to depression. Within therapy sessions you are given time to be emotional, to talk, to cry. Sometimes therapy will not make what is upsetting you go away but it can help you cope better and look at the better side of things. (NHS, Benefits of talking therapies, 2004)
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Figure 1: Henri Tajfel
 
Social identity theory is a social psychological analysis that was developed to explain how an individual would define their position in society and who they consider themselves to be in terms of groups they belong to. 
This involves three stages of social identity theory that are: 
· Social categorization. 
· Social identification. 
· Social comparison. 
Social identification is a sense of belonging to a group of people. It stems from the categorization and prominence of a group, the importance of outgroups, as well as factors that are traditionally associated with groups. 
 Social Categorization is the process of classifying people into groups based on similar characteristics, whether it be nationality, age, occupation, diagnosis, or some other trait. Individuals may feel good about themselves if they are classified as members of an in-group or out-group, but it is also a fundamental cause of prejudice.
In social comparison theory, people measure their own value by comparing themselves to others.
According to Tajfel’s (1981) social identification report, we have a want to recognize and consider ourselves. 
We do this by using the process of self-categorization from which we determine which groups we belong to within society.
The service user is a 15-year-old boy who has very recently been diagnosed with ‘Emery-Dreifuss Muscular Dystrophy (MD). MD causes muscle weakness. This specific form of MD begins during childhood, beginning with muscle contractures that limit the range of movement at the joints. Emery-Dreifuss MD can also affect the heart's electrical signals causing heart blocks that can result in slow heartbeats and palpitations. Due to the serious risks of heart and respiratory problems, anyone with MD will experience a shortened life expectancy, at least living until they are middle-aged. (NHS, Muscular dystrophy - Types, 2021)
Within this instance it may be seen that the staff member sees herself with positive distinctiveness as she belongs to a ‘successful group’ and therefore sees herself as having more authority in terms of hierarchy she sees herself as being higher up. This would be viewed as social categorization, belongingness and being part of a group. In opposition to this, the service user who has gone from a state of positive distinctiveness where he was playing for an infamous football team that made him feel like he was a part of a group, allowing to feel a sense of group prominence, this may have been a lifelong dream for him. This has not all changed as he may now feel in a state of social comparison, where he is comparing himself to others, his fellow friends that also played for the football club. This has all led to him feeling out grouped and causing himself to feel guilty and upset.
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Figure 2: Fritz Heider 
Heider viewed people as naïve scientists that observe the behavior of others to generate their own common-sense theories. 
Heider’s theory of naïve psychology was based on three principles. 
1. Consensus 
2. Consistency 
3. Distinctiveness 

The attribution principle in accordance with Fritz Heider (1958) is a concept that explains the interpretive technique of a character making a judgment about the purpose of their personal conduct and the conduct of others after analyzing how humans explain others behavior. 
Attribution theories typically focus on whether one's behavior is caused situationally or dispositional. In a simpler form whether the behavior is caused by external factors or internal factors. 
· External factors are out of the person's control. 
· Internal factors are in a person's control of change. 
Within this scenario it could be suggested that the service user's behavior was an external factor as his emotions of anger, upset and feeling low due to the news he had been given could have taken over resulting in his behavior of rage and aggression. 
 However, the staff member came across as attributing behavior internally causing her to lack sympathy towards the service user and reacting in the same manner as the service user causing an unnecessary situation that could have been easily avoided. 
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Figure 3: Attribution 
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The fundamental attribution error is the degree to which behavior is externally caused is systematically underestimated. (Fiske & Taylor, 1991). It is the impulse people must exaggerate a person's personality and be ignorant of situational factors when judging others' behavior. It is a tendency to explain one's behavior based on internal factors such as disposition and therefore underestimate external factors. 
When explaining our own behavior, we are more likely to have an explanation in terms of situational factors and that is because we are familiar with our own circumstances, for example:
If you fail a test, you will blame it on the teacher for their inadequate teaching, dismissing the fact that you did not study for the test. Whereas if a fellow student fails, you may blame the fact that they did not study for the test.
Within this context, the FAE demonstrated by the member of staff who was ignorant of the service users' situational factors, as well as determining the service user to be rude and disobedient. Resulting in the staff member reacting in a competitive manner, using the same aggression shown by the service user.
The service user was frustrated. He had just received life-changing news. He is stuck in a room with other people in the current times of Covid-19. All these situational factors may have caused him to react in the manner he did.
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Dollard et al (1939) claimed there is a close link between frustration and aggression in their frustration aggression hypothesis.
Frustration can be a result of aggressive inclinations even though they may not be aimed at the present subject personally. In contrast, if a person is unable to express their frustration with aggression, this frustration can be directed towards a different object or situation and is known as displaced aggression.
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Figure 4: Frustration aggression hypothesis
(Breur et al 2017)




When hearing the news of his MD diagnosis his goals were no longer achievable, which led him to be in a state of frustration to a drive to aggression and then his aggressive and emotional behavior towards the staff member. This could suggest that the service user may have displayed his frustration as displaced aggression as he has redirected his frustration to a different situation.
However, it could also be argued that the staff member could also be in a state of frustration due to personal issues or the fact that she is of age, and she has been spoken to in such a manner of disrespect. Also, the fact that she is in a room full of people whom she wants to abide by the rules in these times of Covid-19 as she is at considerable risk due to her age. But she is not being heard by this service user.
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In conclusion, after discussing these theories, it is evident that the staff member was at fault; the social identity theory by Tajfel suggests that the staff member might consider herself superior. Based on Heider's attribution theory, the staff member is ignorant of the person's situation, which is a necessity in her line of work. Based on the fundamental attribution error, the staff member implied that the service user was rude, and then acted similarly, but she finds that her behavior is just, but his is not. In addition, the frustration-aggression hypothesis implies that the staff member should have had sympathy for the service user when he sought out a therapy session. This would clearly indicate that the service user is having a tough time.
The employee should be upheld in the complaint because she is unaware of the importance of the position, she is the first-person service user see and approach and should therefore know how to accept some challenging behavior. The report would suggest that the staff member should undergo some training to help with handling others' behaviors.
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