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[bookmark: _Toc89718732]Introduction 
This report is based on a case study about the conduct of a reception staff member with a verbally abusive service user and how the practice manager can use this report to support and guide their decision in how to deal with the situation. This report will explain the potential causes for the behaviour of the staff and the service user using psychological theories such as the social identity theory, the attribution theory and frustration aggression hypothesis. 
The service user has a condition called Emery-Dreifuss Muscular Dystrophy. “The muscular dystrophies (MD) are a group of inherited genetic conditions that gradually cause muscles to weaken, leading to an increasing level of disability.” (NHS Choices, 2019). This is a developing condition that develops in childhood or early adulthood and is caused by a genetic factor which is responsible for the formation and functioning of one’s muscles. Generally, people with this condition live on until middle age.
The service user was persuaded to seek counselling after a suicide attempt. “Between 2014 and 2016, there were 595 suicides by young people, almost 200 per year; 71% were male (n = 425). Suicide rates increased from the mid-teens, most deaths occurred in those aged 17–19 (443, 74%).” (Rodway et al, 2020)
Counselling is very important for anybody who is suicidal or going through any mental health issues as trained professionals can make a great impact on the lives of individuals by getting the professional support they need to face their daily challenges. They will investigate challenges they are facing and look at all the possible support that is available. “In line with many other approaches to counselling, in the initial counselling session a multimodal counsellor will be concerned with establishing a good therapeutic alliance, assessing presenting problems and considering possible therapeutic interventions.” (Palmer and Dryden, 1995).

[bookmark: _Toc89718733]Social identity theory 
The social identity theory was constructed by Henri Tajfel who’s based this theory on social categorisation, intergroup relations, social comparison, prejudice and stereotyping. 
Henri Tajfel developed this theory to explain how individuals construct and define their place in society. It is used to predict situations and events in which individuals think of themselves as individuals or group members.
“Social identity theory is a social psychological analysis of the role of self-conception in group membership, group processes, and intergroup relations. “(Burke and Hogg, 2018).
Tajfel states there are three main processes to form the social identity theory. 
1. Social categorisation- this means we assign ourselves or people to certain categories that give us information about and then we being to categorise. Social categorisation is when you gravitate to someone of the same ethnicity or background as us. We ignore the uniqueness of people.
2. Social identification- this is when we identify ourselves or people as either male, female, their religion, age etc. we then adopt the identity of the group we have categorised with and follow that group and become emotionally involved with them. You want to stay a part of that membership and not want to let them down. You also start behaving somewhat like your group members, so they like you and to impress them. 
3. Social comparison- once identifying ourselves with the group, we begin to use the terms us and them. Groups start comparing themselves to other groups. ‘INGROUP’ which is our own group vs the ‘OUTGROUP’. Anybody that we feel is different to ‘us’ we refer to them at the ‘outgroup’. This is when divisions start to occur. 
This theory can relate to the situation with the member of staff and the service user. Maybe it is that the member of staff feels she is categorised herself with an older group of people and feels that she should not be spoken to with any disrespect and that people of her age should not be spoken to like that. Or it could be that because the service user is of a younger age, a teenager and identifies and categorises himself with people of his own age. 

[bookmark: _Toc89718734]Attribution theory 
The attribution theory looks at how people translate events and how this relates to their thinking and actions. Us as individuals want to be able to understand and explain our experiences. “Attribution theory is a cognitive theory of motivation. The theory states that humans are conscious, rational decision makers.” (Hopkins, 2015)
Fritz Heider was the first person to discuss attribution and creating the attribution theory. He created a process for assessing how people understand their own behaviour and others. “Heider was the founder of the attribution and cognitive balance approaches in social psychology.” (Harvey, 1989). He regarded people as naïve psychologists who tend to observe other people’s behaviour and make informal explanations for their behaviour. 
He believed there are three key principles to his theory of naïve psychology:
1. people’s behaviour is not random and is caused by reason, so we observe their behaviours and try to work out what caused their behaviour or for people to act in a way they do.
2. we gather information and evidence to try to come up with an explanation of one’s behaviour. If a person is very talkative and smiling, and then we see them looking upset or quiet maybe, we will think they might just be having a bad day or something prior to that could have happened to affect that person’s mood. 
3. We attribute behaviour internally or externally. If we attribute the behaviour internally, we presume that the person is behaving in a certain way because of personal aspects. I.e., they attribute their behaviour due to their personality, their attitudes or character. If we attribute the behaviour externally, we presume that the person is behaving that way because of the environment or a certain situation and that they don’t normally behave that way.
Going back to the scenario of the service user and staff member, we can use this theory as an example for firstly the staff member and use Heider’s key principle that people’s behaviour is not random and is caused by reason. It could an external cause of behaviour. maybe the staff member may have had a bad morning, maybe very tired or turned up late due to other causes such a car breaking down etc. this may have made her react the way she did but wasn’t intentional. 
By observing the service user’s behaviour, we can come up with some attribution factors:

Figure 1- 
Diagram below to show what has been observed- 







	Observed behaviour
Service user is aggressive towards a member of staff





	Internal cause of behaviour
· Personality 
· Characteristics 
· Angry person
	External cause of behaviour 
· Maybe having personal problems 

	Disposition established 
· Angry 
· Personality 
· Frustration 
	Situation response 
· Aggressive 

	Internal attribution 
· Personality 
	External attribution 
· Having a bad day
· Personal problems 
· No sleep the night before 
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To define aggression can be quite difficult as it can be described in many ways.  In my opinion I would define aggression as causing harm to another human but doesn’t always mean it is intentional.
“The word frustration is one of the many psychological concepts originating in everyday speech that is all too susceptible to radically different meanings.” (Berkowitz, 1989)
The hypothesis suggests that frustration leads to aggression. Frustration develops when an aggressor is unable to accomplish a goal. Aggression is then aimed at the cause of the frustration. “In its original form, the frustration-aggression hypothesis linked aggression to an ante-cedant condition of frustration.” (Hogg and Vaughan, 2014)
When a person can not express their frustration with aggressive behaviour, they then may transfer this aggressive energy to a different situation or another person which is known as displaced aggression.  
“Konrad Lorenz can be idenfied as the father of ethology and he has studied more than 40 species of animals to understand the biological roots of aggression.” (Dilek, 2017)
Lorenz was one of the theorists to investigate aggression and suggested that we are instinctively aggressive by nature. He also states that we have this kind of energy of aggression especially in men and that they are naturally aggressive, if they don’t get rid of this huge outburst of energy as in sport or physical activity, then it can result in a build-up of aggression.  
 He believes that we need to accept this is part of us and to put in activities and burn off the energy to help us relax. 
Hormones and genes have been linked to aggressive behaviour mainly in men. This has been recognized to the increase testosterone and increased levels of cortisol.  
 Going back to the case study we can see why the member of staff may be frustrated as firstly she is a new member of staff who is making sure people are following and applying the rules with covid. She is in the age group of which most people are high risk of catching covid which is why it maybe frustrating when people are not co-operating. Also, as this her new job, she wants to make a good impression.  
The service user maybe frustrated and aggressive because of many factors. First it could be that his frustration is that he maybe in pain due to his disability he was not following the covid rules but was not able to state his real frustration which led him to being aggressive to the member of staff.  

[bookmark: _Toc89718736]Conclusion 
Going back to the case study and observing the behaviour of the service user and member of staff, we can see there are many factors to consider for the way the service user behaved. Also, taking note that the member of staff was new to the job and was making sure rules were being followed. 
I believe the best decision would be to dismiss this complaint as the member of staff was not abusive and was not aware of the health or situation the service user was in. It also states that the service user was not complying with the rules which is why the member of staff says if he continues that he will no longer be allowed in. I think that there are many different people who use this service and if one service user is given special treatment for not following the rules would be unfair to every body else. 
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