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This report focuses on providing relevant guidance for the practise manager to help support their decision regarding an aggressive incident between a member of staff and a 15-year-old male service user. 
The service user has been advised to undergo counselling at the centre for support after attempted suicide (NHS, 2018) People with long term health conditions are more vulnerable to depression and talking therapies have been proven to help’.
 The service user has ongoing health conditions such as Emery-Dreifuss Muscular Dystrophy and currently suffers with Anxiety and depression
Statics show that 5,224 suicides were registered in 2020 in England and Wales (ONS, 2021). Throughout the report I will discuss the impact and importance of counselling, and explain social identity theory, Attribution theory and Frustration Aggression Hypothesis. I aim to explore the concepts of the listed theories for both individuals in the case to discuss social psychology. Carol, Brown (2006) states ‘Social psychology is about understanding individual behaviour in a social context’. 


[bookmark: _Toc90326374]Social Identity Theory

First, I am going to talk about social identity theory (SIT) which originates from the work of Henri Tajfel and was further developed by Tajfel and Turner (1979) on social categorisation, intergroup relations, social comparison, stereotyping and prejudice. Social identity refers to how people’s self-concepts are based on their membership in social groups such as sports teams, occupations, ethnic groups, sexual orientation, religion etc. 
‘The social identity approach looks at the relationship between the self and group membership. Available schemas are used to categorise others based on prototypes (typical situations), which leads to a perceived difference between groups. When the prototypes and categorisation of an average group member fit together also known as ‘structural fit’ and explains behaviour (normative fit) in which the categorisation used is said to be psychologically salient’. (Carol, Brown 2006). This theory considers how the membership of a group is incorporated into our self-concept and how this affects how we see and view other members and non-members of our group, as well as others from rival groups. The theory is concerned with variation in how people categorize themselves. The world is hard to imagine without making sense of who we are and knowing who others are. ‘One of the first things that we do upon meeting a stranger is attempt to identify them, to locate them on our ‘mindscapes’ (Zerubavel 1997). 
(Richard, Gross 2015) states that ‘Our expectations of peoples personalities or capabilities may influence the way we actually treat them, which in turn may influence their behaviour in such a way that confirms our expectation (the self-fulfilling prophecy)’. 
This theory applies to the case study considering self-categorization and how both people have behaved accordingly. In a comparative context some differences which could be a possible factors of conflict 
· Age 
· Profession 
· Gender
· Race 
· Values
· Culture
· Class




I think that based on this theory this could give good reason for discordance and collision between the receptionist and service user as they are potentially divergent and lack similarities. They would not categorise themselves as familiar or similar group members, which has led to the miscommunication amongst them. It may have not escalated if there was not a big age gap between them or if the receptionist was a male for instance. It is a possibility that the boy wouldn’t have reacted in the same way, he may have respected a male figure and complied. An illustration is shown below of the processes to social identity theory.
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Figure 1. Social identity theory: Sourced from Psychology wizard, AAG Educational Ltd 
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Fritz Heider 1896-1988 an Austrian-American psychologist developed the concept of attribution theory. ‘Heiders most influential work is psychology of interpersonal relations (1958) in which he uses concepts from Gestalt Psychology to develop this theory of balance and causal attribution. Cognitive dissonance and attribution theory both stem directly from Heiders work.’ (Gordon Marshall, 2021) His theory espoused the concept of what he called common sense or naïve psychology. He viewed people as naïve psychologists who observe people’s behaviour in order to generate their own theories. Fritz Heider introduced an early version of this theory in 1958, at a time when behaviourist theories of learning and memory and psychoanalytical theories of unconscious motivation dominated in academic psychology. Heider believed in the importance of studying everyday attributions as they influence what people do and how they feel. ’Heider made two important distinctions. The first was whether a behaviour is seen as intentional or unintentional; the second distinction was whether a behaviour is seen as caused by something about the person or by something about the situation.’ (Baumeister, R, F., & Vohs, K. D 2007). The two are related because intentional behaviours display more about the person than about the situation. Heider supposed that we regard personal attributions as most important. The person behaviour unit on the other hand is figural in social perception, it is the situation which is normally the background. In comparison with a person, a situation is not well organized perceptually. It can comprise people’s moods, presence of other people, weather, or time of day. As this theory applies to the idea that an individual or persons attribution is imposed upon their perception of the situation or event, we can assume that in relation to the case study there are several concepts that can apply which are listed below in an illustration of Heiders Theory.
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 Service user is aggressive towards a         member of staff. 




External cause of behaviour
Illness (medication)
Physical environment (noise)
 Trauma, 
Testosterone

Internal Cause of behaviour
Frustration
Aggressive attitude
Confusion
Emotional stress
Fatigue







Situation response
Lack of staff support


Disposition established
Argumentative/ stubborn personality
Racism/sexist







Internal Attribution
He could be worried that this service is not beneficial 
He could be uncomfortable and irritable

External Attribution
Service user is struggling mentally with anxiety, depression, attempted suicide
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Dollard et al., (1939) developed the Frustration Aggression Hypothesis which was one of the earliest attempts to model and give an explanation in humans. The hypothesis suggests that aggression occurs due to frustration being experienced. This explained that if someone is frustrated by an object or an encounter that if it is appropriate, they will respond with aggressive behaviour. When the source of the frustration can’t be challenged, the aggression then gets displaced elsewhere such as an innocent target which is called ‘displacement’. 
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Figure. Frustration Aggression Hypothesis 


To define the term aggression is very complex as there are many ways (Baron and Byrne 2000) define aggression as ‘the intentional infliction of a form of harm on others.’ This doesn’t consider harm caused within the content of fighting within sports such as boxing and cage fighting for example the aim of those sports is the intentional infliction of harm. When we look at the term violence in relation to aggression it can be thought that aggression has extreme harm intended as its goal, but many instances of aggression are not violent, such as a young child pushing another child off a bike. This example is an act of aggression and not violence. ‘Hostile aggression has historically been conceived as being impulsive, thoughtless (i.e., unplanned), driven by anger, having the ultimate motive of harming the target, and occurring as a reaction to some perceived provocation. Whereas instrumental aggression is conceived as a premeditated means of obtaining some goal other than harming the victim and being proactive rather than reactive.’ (Berkowitz 1993. Geen 2001).
This theory relates to the case and helps determine the reason for aggressive behaviour I have listed possible cues relating to the conduct of the receptionist
· Service user failing to comply with the covid-19 guidelines
· Service user swearing
· Newly recruited associate 
· Busy/public reception area 
· User walking around refusing to be seated 
· Testosterone and Menopause for both individuals may be a concept

Below shows the flowchart of aggressive cues based on frustration this theory states that contextual and situational factors come into play which led to aggression. Aggressive Cues Flowchart Berkowitz (1969)
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	Key
	Receptionist
Service user
          Frustration 
   (e.g., Blocking of a goal)
               Defiance
                  Pain


Less likelihood of aggression
Greater likelihood of aggression
Presence of aggressive cues 

No aggressive cues
        Increased Arousal
             (e.g., anger)
   


                     



[bookmark: _Toc90326382]    Conclusion and recommendations

Revisiting the conceptual framework this report offered three core arguments regarding the conduct of the receptionist. I have explored the possible causes for behaviour of both the staff member and the service user using psychological theories. I strongly feel that both individuals of the counselling centre have both acted inappropriately and my key findings through the research are that conflict has arisen from many situational factors, personal health issues, interpersonal relationships, unprofessionalism, and change. I recommend that the manager dismisses the complaint of the part-time receptionist as it would be unfair to remove her position as receptionist, as her initial intentions were to ensure the covid-19 guidelines were complied with in the place of work. I also strongly feel that the service user continues to receive counselling as it is also unfair to neglect a person under the given circumstances. Since conflict is a natural part of the workplace, it is important that people such as leaders and management teach conflict resolution strategies and self-control skills to staff. Moving forward by implementing conflict management this can help the working environment to prevent breeding negativity, stress, frustration, anger, and general employee unrest.



[bookmark: _Toc90326383]References

Baumeister, R. F., & Vohs, K. D. (2007). Attribution theory. In Encyclopedia of social psychology (Vol. 1, pp. 76-78). SAGE Publications, Inc., Accessed December 12, 2021, https://www-doi-org.ezproxy.uwtsd.ac.uk/10.4135/9781412956253.n43
Carol Brown. Social Psychology (2006) Accessed December 1, 2021  https://web-p-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/ebookviewer/ebook/bmxlYmtfXzI1MTIwM19fQU41?sid=7cf526cf-ec27-422c-b8aa-72c4701c210d@redis&vid=0&format=EB&rid=1
Carol Brown. Social psychology (2006) Accessed December 11, 2021 https://web-p-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/ebookviewer/ebook/bmxlYmtfXzI1MTIwM19fQU41?sid=c47caae9-b314-48c5-8627-31ae983ae1c1@redis&vid=1&format=EB&rid=1 
Carol Brown. Social Psychology. SAGE Publications Ltd; 2006. Accessed December 11, 2021. https://web-p-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/ebookviewer/ebook/bmxlYmtfXzI1MTIwM19fQU41?sid=c47caae9-b314-48c5-8627-31ae983ae1c1@redis&vid=0&format=EB&rid=1  
Craig A. Anderson & Brad J. Bushman. Human aggression Annual Review of Psychology; 2002; 53, ProQuest Central pg. 27 Accessed December 13 https://moodle.uwtsd.ac.uk/pluginfile.php/454739/mod_resource/content/1/Anderson%20and%20Bushman%202002%20-%20Human%20Aggression.pdf?redirect=1 
Gross, Richard. Psychology: The science of mind and behaviour (2015) ProQuest E-book Central. Page 376. Accessed December 12,2021 https://ebookcentral.proquest.com/lib/trinity/reader.action?docID=2066675 
Jenkins, Richard. Social identity, Taylor & Francis Group, 2014. ProQuest E-book Central. Page 26. Accessed December 12, 2021. https://ebookcentral.proquest.com/lib/trinity/reader.action?docID=346239 
NHS. Benefits of talking therapies (2018) Accessed December 2, 2021  https://www.nhs.uk/mental-health/talking-therapies-medicine-treatments/talking-therapies-and-counselling/benefits-of-talking-therapies/ 
Office for National Statics: Suicides in England and Wales: 2020 registrations (2021) Accessed December 2, 2021 https://www.ons.gov.uk/peoplepopulationandcommunity/birthsdeathsandmarriages/deaths/bulletins/suicidesintheunitedkingdom/2020registrations
Psychology wizard, AAG Educational. Social identity theory. Accessed November 28, 2021, https://www.psychologywizard.net/social-identity-theory-ao1-ao2-ao3.html 


image1.png
definition of self

‘we” “they”

favorable to ‘ favorable to
in-group out-group

= @&




