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INTRODUCTION

This report will discuss the case study complaint and provide the practice manager with a detailed guide to help support their resolution to the complaint.
The incident occurred at a local counselling centre. According to Truth Counselling Newcastle “Counselling allows individuals to feel heard and understood, and their feelings validated, by non-judgemental, impartial outsider”. 
The incident involved a staff member and a service user. The staff member is a front desk receptionist making them face of the organisation, who also recently started the role part-time. The service user is a teenager whom recently got diagnosed with a serious muscular deficiency affecting his physical and mental health. Current statistics show in Britain one in four will experience a diagnosable mental health problem each year (counselling directory, n.d) and with the male suicide rate being “15.3 per 100,000” according to Samaritans it is imperative to be compassionate in such a setting.

In the current climate the nation is managing with the Covid-19 restrictions and guidelines provided by the Government which staff members and service users must abide by. The guidelines include wearing face masks, social distancing, adequate ventilation, and good hand hygiene (hse.gov.uk).
This report will use distinctive evidence to verify any support specified. It will cover the key theories, such as, social identity theory, attribution theory, frustration aggression hypothesis theory and provide recommendations in the conclusion.





Social Identity Theory 

Social Identity Theory (SIT) “is the part of the self that is defined by one’s group memberships” (Vinney, 2019). The concept was first orchestrated by Henri Tajfel and John Turner, established social psychologists, in the 1970s. The theory demonstrates how group identity overcomes individual identity in social settings and how this can affect the array of behaviour (Vinney, 2019). According to Abrams, 2001, it “offers a motivational explanation for in-group bias”. Individuals tend to judge other individuals based on who and what they associate with. People will judge themselves first within their social circle comparing themselves to others in group and out group. Secondly, the person will judge based on appearances and levels of self-esteem. 
The three cognitive processes of social identity:
· Social categorisation – proceeds by the individuals being put into specific social categories based on the understanding of the social world. This process shows people tend to judge more based on social categories more so than the individual character.
· Social identification – this is the part where the person is recognised as being part of the specified social group category. The individuals are perceived to behave according to their social identity.
· Social comparison - people from groups tend to differentiate their group to other groups on the basis of social class and status. The “in-group member won’t compare themselves with just any out-group" the process needs to be relevant to the environment (Vinney, 2019).

How it applies to Case Study
This theory can apply to the case study because the member of staff is most likely to have used this method to define the service user. The staff member may be thinking the 15-year-old boy is just another defiant teenager with self-serving issues as the differentiation is apparent. 
The service user will use this method by presuming the staff member is set in their ways because they are of the older generation and will identify them as being part of a category of people who give orders and or have authority. The service user may class the staff member as a person they would never communicate with or socialise with.






























Attribution Theory

Attribution theory explains the process made when making a judgment regarding another person’s behaviour. Bernard Weiner advocates that individual’s explore three dimensions when setting out to acknowledge sources of behaviour: “locus, stability, and controllability” (Hooper, 2018). 
· Locus	- is a reference to how the behaviour evolved, was it the external or internal element.
· Stability - will the behaviour reoccur in the future.
· Controllability - can the individual change the result by making a better attempt.
Weiner stated, the attributions made by individuals “affect their emotions” (Hooper, 2018). Meaning, the internal element of achieving will more time give a greater sense of gratification. There are also findings that a person’s attributions are linked to stress levels and wellbeing.
Fritz Heider’s contribution to the theories showed how “individuals determine whether another person’s behaviour is internally caused or externally caused” (Hooper, 2018). Heider’s investigation discusses how behaviour is a result of “capacity and motivation” meaning the capacity of the current behaviour can be overlooked because of the present circumstances motivating the behaviour. Heider affirmed the necessity for both for this behaviour to occur.
Here we will investigate whether the individual’s behaviour is believed to be something that may reoccur, how could it have occurred in the first place and can the individual make better decisions next time.

Observed Behaviour
Service user is aggressive towards a member of staff.
Internal Cause of behaviour
Mental Health
Disability
External Cause of behaviour
Covid-19 restrictions
Being at the counselling centre
Internal Attribution
Lack of motivation
Angry with life
External Attribution
Difficulty sitting down
Feeling out of place


Attribution Error

There are two main errors frequently made when people endeavour attribute behaviour, people are often wrong when judging another person's behaviour.
Fundamental Attribution Error - the inclination to highlight another person’s behaviour as their personality, giving it more importance than the possibility of the person experiencing a strenuous day.
Self-Serving Bias – individuals are more favourable to using achievements as internal attributions, while the external factors are responsible for any bad breaks. People suffering from depression are less likely to show self-serving bias, “and may even experience a reverse bias (Hopper, 2018).

How it applies to Case Study
This theory can apply to the case study because the staff member now may be assuming this is the personality of the service user and this behaviour will reoccur on another occasion. This bias may mean this incident is unresolved and the service user or staff member could be feeling anxious regarding the next encounter. The service user is in an emotional state due to his new condition and the attitude of the staff member could trigger them at any time.



Frustration-Aggression Hypothesis

Frustration-Aggression Hypothesis (FAH) explains aggressive behaviour from a psychological point of view arising from frustration of lack of achievement (Mentovich & Jost 2017). The frustration-aggression hypothesis suggested “by Dollard et al. (1939) is based on the psychodynamic explanation of catharsis” (tutor2u, n.d), meaning it is the “process of releasing a strong emotion” (merriam-webster.com, n.d). Dollard suggests the build-up of non-accomplishments related to external factors can produce aggressive behaviour. The theory suggests individuals use psychological strategies to safeguard themselves. Catharsis of aggression has two modes of defence mechanisms, sublimation, and displacement. Sublimation is the use of tolerable aggression, while Displacement is the aggression individuals use directly “outwards onto something or someone else” (tutor2u, n.d).
Berkowitz (1969) reconsidered frustration-aggression hypothesis; his proposal considered aggression occurred when being led by individual cues in the present moment (tutor2u, n.d). Berkowitz used aggression in sport as an example to explain his theory. The frustration built up in a game can be led to aggression because of the presence of aggressive cues during the game, for example; another individual hurting their team mate, the nature of the game could be related to aggression and the equipment used in the sport. 
See the diagram below.
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General Aggression Model (GAM)

GAM “the theoretical framework was designed to integrate existing mini-theories of aggression into a unified whole” (Anderson & Bushman, 2002). This model integrates the small-scale theories as a whole. GAM greater describes how aggression is displayed using various concepts therefore, encouraging the investigation of all forms of aggression development when treating a patient. The GAM framework creates better results “many current treatments attempts fail because they focus on one specific type of aggression” (Anderson & Bushman, 2002).

How it applies to Case Study
These theories relate to the case study because the service user recently had to give up his career in sports, playing for a premier league team Aston Villa, due to his diagnosis of Emery-Dreifuss Muscular Dystrophy (EDMD). EDMD is named after “Alan Emery and Fritz Dreifuss” it is an “genetic degenerative disease primarily affecting voluntary muscles” (mda.org). The disease mutates in “the genes that produce proteins in the membrane surrounding the nucleus of each cell” (mda.org, n.d). 
This kind of life changing diagnosis could be a reason to explain the aggressive behaviour used in the incident by the service user. The service user is feeling frustrated from a lack of achievement in his career alongside suffering from depression and anxiety. This reaction from the service user could be classed as being displacement aggression.
The staff member being new to the role could mean their triggers could not yet be known but, the incident that occurred could have created sublimation aggression since the staff member is of the older generation, having to manage the current Covid-19 government guidelines, adding to the responsibilities of the role, could create this mode of defence mechanism.




CONCLUSION AND RECOMMENDATIONS

[bookmark: _Int_uarDcrxs]In conclusion, the theories investigated relating to the case study suggest there are distinct reasons as to how the incident occurred. The report breaks down the Social Identity Theory (SIT) explaining the “social stereotypes and prejudice” (Vinney, 2019) that become apparent when in a social setting environment. Theories, such as, attribution theory alongside attribution error describe how people gravitate to bias decisions relating to the current displayed behaviour, “whether a behaviour is situationally-caused or dispositionally-caused" (Hooper, 2018). Lastly, the Frustration Aggression Hypothesis (FAH) followed by the General Aggression Model (GAM) gives information with respect to understanding where the aggression may stem from on a wider scale.
The theories investigated show how various unknown issues regarding both parties involved can affect the current situation of human behaviour and response.
The counselling sessions will impact the young boy evidently it “reinforces positive self-esteem, and encourages positive internal conclusions” (truthcounsellingnewcastle.co.uk) resulting in improved attitudes of feeling valued and important.
After much consideration, the recommendation is as follows; the staff member should be upheld. Following a written warning and recommended staff training provided.
This report is only a guide.
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