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Introduction

This case study report will analyse and find a solution to a complaint received by the practice manager of a counselling centre. We will analyse an incident using the tools provided by these 3 psychology theories: the social identity theory (SIT), the attribution theory and frustration aggression hypothesis (FAH).
This complaint is directed against a 58-year-old part-time staff member that works there as a receptionist. The other party involved in the incident is the service user of the counselling centre, a 15-year-old young boy, suffering of anxiety and depression, recently attempting suicide after he had to drop out of the Aston Villa football training academy, after receiving a diagnosis of Emery-Dreyfus Muscular Dystrophy. 
Statistics provided by the Office for National Statistics show that in the UK, suicide is the fourth leading cause of death in the 15 to 19-year-old group. In England and Wales, there were 192 suicide caused deaths in 1981 and 160 deaths in 2020, with a high peak of 234 in 1988, per 100,000 population. A very disturbing report shows that by age 17, about 7% of UK children, have attempted suicide.
A conclusive study, published in Lancet Psychiatry, conducted by the researchers of John Hopkins University on 5000 Danish people that attempted suicide, showed that the suicide rate of the therapy group went down by 26% after 5 years and 27% after the first year of therapy, compared to another group of 17,000 individuals that did not follow any therapy. Also, the individuals of the therapy group were 38% less likely to die of any cause, proving that the therapy is extremely effective.









Social Identity Theory (SIT)

This theory describes the individual’s knowledge of belonging to a specific group, this having an emotional and valuable significance to that specific individual. The 3 main processes of this theory are: Social Categorisation, Social Identification and Social Comparison.
Social categorisation assigns people to distinct categories, while social identification makes an individual adopt the identity of a group. Social comparison compares different type of groups.
It was formulated in 1972 by Henry Tajfel and John Turner. This is Tajfel’s biggest contribution in the field of psychology.
In our case study, the SIT theory identifies the individual as the 15-year-old boy, and the group is represented by the Aston Villa football training academy and the 58-year-old female receptionist belonging to the counselling centre staff group.
Being part of such an exclusive group, a famous football club academy, he felt accomplished, being admired, and appraised by his family, colleagues, and friends. His self-esteem used to be extremely high because of his place in the football academy group. 
Suddenly, his cruel disease took everything from him, crushing his hopes and dreams, leaving him with to realise he does not belong anymore in the football academy group and destroying his self-esteem. Now he has lost his previous social identity, social categorisation and his social group, leaving him with no purpose in life anymore. He starts to feel anxious and depressed, losing his will to live.










Attribution Theory

The attribution theory in psychology states that, as human beings, we have the tendency to explain the experiences we go through by creating self-generated theories about the things happening around us. Understanding other people’s behaviour is especially important for us because allows us to predict how that person is going to behave in the future, helping us influencing that person and deciding our future attitude towards that individual.
People need to feel they have control over their own destiny. This is achieved by searching causal explanations about the social world, in order to achieve the feeling of comfort and order in our lives. Therefore, the key point of this theory is the question: “Why he or she do that?”
According to Fritz Heider’s theory of naive psychology, people are behaving like naive psychologists and scientists. He bases his theory on 3 principles:
· Principle 1: Humans in general think that behaviour is never random, and it is always determined by a certain motivation. This tendency was demonstrated by Heider and Simmel (1944) through their research experiment.
· Principle 2: People always look for evidence to generate and validate their own causal theories.
· Principle 3: Human attribute other people behaviour either internally, or externally, due to the environment and situation.
The Fundamental attribution Error (FAE) was formulated by Heider in 1958 and states that people are biased and prone to attribute the behaviour internally, even when there is convincing evidence that the behaviour is influenced externally by the environment and situation. This is also explained through the Actor-Observer Effect.
Although the Self-serving biased concept does not apply to our case study, it is defined as the people’s tendency to attribute their successes internally, while finding excuses and blaming their failures externally. 
Principle 1, applied to our case study, shows that female receptionist tries to understand the boy’s nervous violent behaviour. She starts to form her self-generated theory that the boy has a violent personality and attitude.
After that point, she is totally biased and fails to see the external factors. According to Principle 2, she just looks for evidence to support her opinion. The evidence she needs to support her false theory is the boy’s disobedience and aggressive language. According to Heider’s 3rd Principle, this was enough for her to wrongfully assume his behaviour is caused by internal factors.
In this case, as in many other, the Fundamental Attribution Error (FAE) applies to both parties involved. Firstly, the female receptionist forms a false opinion, attributing the boy’s behaviour internally, instead of externally. She fails to see the motivation behind the boy’s behaviour, disregarding the fact that he lost his place in the football academy, he attempted suicide and he is suffering from a very harsh disease. He is extremely vulnerable emotionally and in a very bad mental and emotional state of anxiety and depression. All these are external factors. She does not show much compassion and understanding toward the young men that is devastated by all these terrible problems.
The boy also wrongfully attributes her behaviour internally instead of externally. She was just trying to do her job and impose the Covid-19 rules, without having anything personal with the young man.

Frustration Aggression Hypothesis (FAH)	

	The Frustration Aggression Hypothesis states that aggression is caused directly by frustration. When an individual experiences frustration because of an encounter or an object, he will tend to respond with an aggressive behaviour. This theory was proposed by John Dollard and a few others in 1939.  Berkowitz in 1939 stated that frustration alone is not enough to trigger aggression, contextual and situational factor come also into play.
Displaced aggression appears when a person cannot express his or her frustration with an aggressive behaviour directed towards that object or situation, and instead, that person directs his aggressive energy towards another object or another different environment situation.
This theory perfectly applies to our study case showing that the 15 years-old boy is very frustrated because he had to quit the team and because of his extremely bad medical condition. Being in denial, he refuses to accept the situation, trying to end his life, but he was persuaded finally to go to therapy. He found himself in a place he did not had chosen and so frustrated for his bad luck in life, the receptionist’s demands were enough to make him direct his aggressive behaviour towards her. This is a perfect example of displaced aggression, triggered by her tone of voice and attitude. The boy lost his temper, displacing his aggression, and orientating it against the old lady. 
On the other hand, the 58-year-old lady reacted in a similar manner to the boy. Because of external factors, caused by the boy’s disobedience for the counselling centre rules, swearing and shouting, she reacted in an inappropriate manner, becoming frustrated as well, and she expressed her frustration through an aggressive and ordering tone of voice. Therefore, both reacted according to the frustration aggression hypothesis.

Conclusion

In conclusion, with the help of these 3 theories, we were able to analyse the incident and find and identify his causes. The frustration aggression hypothesis has helped us understand why the boy behaved so aggressively, while the attribution theory has helped us find why the member of the staff judged the service user in a wrong way causing her to act in a wrong manner. The social identity theory was a useful tool that made us understand how the service user lost his self-esteem and his will to live after he lost his social 
This incident was very unfortunate and both parties involved acted wrong. The 15-year-old boy had an inappropriate and aggressive language. However, we cannot blame him too much because he has many attenuating circumstances. He is in a bad physical and emotional state. He attempted suicide, suffers from anxiety, depression, and a terrible disease. So, he is terribly upset, he feels helpless, and his reactions are unpredictable.
However, the 58 years-old receptionist has no excuse. She acted totally unprofessional. She should not had taken it personally and get her ego in the way, and she should had handled the situation better, trying to calm down the boy, using a warm tone of voice, showing sympathy and compassion for the boy’s vulnerable psychical and emotional state. She should not had lost her temper because of frustration and show an aggressive tone against the boy.
She proved has proven a gross lack of professionalism, sympathy, and compassion. The boy was already feeling frustrated and helpless, and she ignored this, wanting only to enforce her rules. She did not want to help the patient in any way. Patients who attempted suicide must be helped and her behaviour could had affected the young man’s already fragile emotional condition. You should never upset a patient that attempted suicide because his behaviour is unpredictable. You should only support him and be there for him, making him feel that he is not alone.
She has ignored and failed to see that his aggressive behaviour is caused by external factors, that are making him vulnerable psychically and emotionally. Although this does not seem to be that serious, the implications of this incident are very vast and could prove life changing. Her cold attitude and behaviour can make the 15-year-old refuse counselling, which could have a negative effect on his life, most certainly making him attempt suicide again. This can make the 58-year-old female receptionist indirectly responsible for the loss of one life.
The complaint against her should be upheld and an investigation should be conducted. My recommendation is that she must take some training courses to learn how to deal with the counselling centre service users in a professional manner and meet their needs and demands. Also, it is recommended that she would talk to the young man about the incident, apologising and assuring him she is there to help him, and he is always welcomed to the counselling centre.
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