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[bookmark: _GoBack]2) Social Identity Theory -  
The Social Identity Theory, (SIT) was created in 1979 by a psychologist called Henri Tagfel. The theory proposes that individuals go through three stages and enter groups. This process soon develops into the mentality of “us” vs “them.” The three stages that make up this theory are, categorization, identification, and comparison. (Practical Psychology, 2021)
Categorization - 
You can not belong to a group if you do not know it exists, throughout our lives we observe the world around us, sometimes without thinking about it. Things like watching the news or walking into a social event enables us to see that people are divided into separate groups. We categorise ourselves and others to understand the social environment. By assigning ourselves and others to a category it tells us things about ourselves and others. Groups an individual may identify with could include, social class, family, gender and so on. Humans categorise things that set people apart and it is thought that the way you are raised and where you grow up will influence how you categorise others. (Practical Psychology, 2021)
Identification - 
After organising the world into separate groups, you then start to look at the way you identify yourself. When it comes to psychology what you identify yourself with is limitless. There are endless categories you may identify yourself with. Identifying yourself and belonging to a group cannot only help you simplify how you look at the world and the separate groups within it but give you a sense of belonging. It also gives us a sense of social identity and belonging to the social world. The desire for belonging may also influence the way we mould ourselves to fit into a group. For example, we may do our hair or dress a certain way to fit in with others. Individuals in the same group will instantly have a connection when they communicate. To identify to others in our groups will give us a sense of validation, love, and belonging. (Practical Psychology, 2021)
Comparison - 
At this final stage, the “us” vs “them” mentality comes in to play. Once we have categorised ourselves and identified as part of a group, we start to compare that group with other groups. To maintain our self-esteem our group needs to me the most favoured compared to others. Separate groups will start to see their selves as rivals and feel forced to compete, again to maintain self-esteem. As a result, there is competition and hostility between groups. (Mcleod, 2021)
Not everyone who is part of a group chooses or wishes to be identified with that group. (Practical Psychology, 2021) 
Applying this theory to the case study it is clear to see that both the receptionist and service user will identify in separate groups. This would have resulted in an instant barrier between the two individuals.
 I am assuming that the receptionist identifies as an older female professional that expects respect. She is responsible for overseeing that all patients adhere to the COVID guidelines giving her the sense of importance for the safety of herself and others. 
Before his diagnosis of Emery Dreifuss Muscular Dystrophy I am assuming that the service user identified as a young male footballer. Since his diagnosis and the effects in which it has had on his heatlh and on his life in general the service user may be struggling to identify his self. He may not yet identify with a group or except that he identifies with certain groups such as being disabled or having mental health issues. 
Understanding each other’s identity and needs could have been a better way of dealing with this situation. Lack of communication the feeling of division escalated the situation. It would have been beneficial for the receptionist to find out why the service user was not adhering to the guidelines rather than trying to force them on him. Some individuals are exempt from following guidelines. It would be useful to ensure all staff are aware of this and know how to check when required. The service user could have tried his best to remain calm and politely explained his situation to the receptionist. This may have resulted in a better understanding. 
3) Attribution Theory -  
Attribution theory was first brought to light by psychologist Fritz Heider in 1958. The theory looks at the ways we attribute the behaviour of ourselves and others. For example, if we bump into someone in the street and they react aggressively we begin to ask ourselves questions such as - 
· Why is this person reacting this way
· Are they always aggressive
· Did I do something wrong
Attribution theory aims to guide us through the way we get our answers. 
Although Heider did not delve too deep into this attribution theory he did define two types of attribution - 
1. Dispositional, internal factors are the cause of an individual's behaviour. (Internal attribution). For example, an individual is reacting angrily because they have anger issues.
2. Situational, external factors cause the individual’s behaviour. (External attribution). For example, an induvial is reacting angrily because someone is provoking them. 
Included in Heider’s theory there are three principles - 
1. Behaviour is caused by motivation and is not random (we try to work out what caused the behaviour)
2. An individual will gather evidence to support their theory 
3. An individual will attribute behaviour, internally or externally (Attribution Theory | Cognitive Psychology | Practical Psychology, 2019)
When individuals are aware of the way they and others around them attribute their behaviours, they are more likely to communicate with each other and make better judgements. This factor did not relate to the case study due to both participants being strangers. Errors were made resulting in a fundamental attribution error meaning individuals are more prone to attribute behaviours internally even when evidence suggest that the situation was fault for the behaviour. 
I assume that the receptionist was wondering - 
· why was the service user was acting aggressively
· Why was he not following guidelines
· Was he being ignorant 
· Did he think he did not have to follow guidelines
· He was just an aggressive person
When, in reality, there were medical reasons as to why the service user was not following guidelines set out by the receptionist.
I also assume that the service user was wondering - 
· Why is the receptionist trying to force me to do something that causes me pain and discomfort
· Is she a horrible person
· Is she not understanding
When, in reality, the receptionist was just doing what was instructed for all patients   
4) Frustration Aggression Hypothesis, (FAH) 
FAH was created by a group of university psychologists, Dollard, et al., (1939). The concept of this hypothesis is that frustration always leads to aggression and that aggression is always caused by frustration. An individual who feels frustrated will get an urge to act aggressively. This does not always have to be the case if the individual has better self-awareness and control. (Breuer and Elson, 2017) 
The cause of frustration may be - 
· Abstract, the individual cannot be aggressive directly against the source 
· The cause of frustration may be too powerful meaning the individual cannot react aggressively due to punishment
· The cause of frustration may be unavailable at the time meaning the individual will take their frustration out on an alternative person or object. (Known as displaced aggression). (Cornish, 2018)
Frustration is a common human emotion that arises when someone or something holds us back from reaching a goal. There are several consequences of frustration, two being, prejudice and depression. Early publications of this theory debated that being punished for you aggressive behaviour can lead to further frustration resulting in an individual being increasingly aggressive in further interactions. (Breuer and Elson, 2017)
Following the above theory, I propose that the receptionist has built up frustration due to the service user not abiding by the guidelines that the receptionist has been told all patients must follow. The aggressive behaviour of the service user has added to this frustration of the receptionist causing her to respond in an aggressive manner. 
Furthermore, I assume the service user is already feeling frustrated by his recent diagnosis and the emotions following this, e.g. depression and anxiety. The service user is also experiencing pain when sitting, adding to his frustration. He has lost his football career again adding to his frustration. I assume the service user is up walking and not wearing a mask because sitting down for too long causes pain and he becomes breathless. Of course, the receptionist demanding he does these things which causes him further discomfort is going to initiate more frustration. In my opinion, the service user has had displaced aggression on the receptionist as well as her demands adding to his frustration. 


5) Statistical information for rates of suicide within the service users age group - 
In the UK, between the ages of 15-24, males were three times more likely to comit suicide than women. In 2018, ONS stated there was a total of 532 male suicides compared to a total of 182 for female suicides. In all categories for young people and children, it is more common for a young man to commit suicide rather than a young woman. 
Between the years of 1992 and 2017 the rate of suicide in young people aged 15-24 per 100,000 decreased from 10.7 to 7.3. in 2018 this figure rose to 9.1. the total number of deaths registered was 714. (health, 2020)
5.1) The impact of counselling for individuals - 
Counselling also known as talking therapies can be helpful to all sorts of people in various situations. Counselling therapies are for individuals who find their selves in challenging times or need help with coping with emotions. For many, counselling may be just as or more effective than medicine. (Benefits of talking therapies, 2018)
5.2) Conclusion - 
My recommendation is that this complaint should be upheld. 
Whether this situation was entirely the reactionists fault or lack of training from senior management there are so many factors that was not taken into consideration. The service user was a 15-year-old boy, a child. As well as going through puberty he has been faced with many other obstacles after his recent diagnosis. This young boy has been failed by health care professionals. Where he needed understanding, empathy, and compassion he was faced with confrontation. This young boy is already feeling suicidal, the actions of the receptionist was not only unethical but quite possibly had a negative impact on the boy's mental health. I recommend you see that all staff, part, and full time are trained in remaining professional and finding the underlying cause of any problems that may arise. 
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