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Introduction.
In this report, I will be discussing an altercation between a staff member and a service user. I will discuss the theories that establish the cause and effect of the argument. These theories show that we as humans classify each other into groups and make judgments or assumptions of individuals. Henri Tajfel and John Turner developed Social Identity Theory to demonstrate how individuals categorize each other on first appearances.
Within this, report I will discuss the effects of attribution theory and frustration theory, also frustration-aggression theory within this case study. Heider discussed in his Attribution Theory and Attribution Fundamental bias the situation that occurred at the counselling office reflects these theories, contributing to the conduct between the staff member and the service user.
The staff member is in a new position at the counselling office, may be feeling nervous wanting to make a good impression with her peers. The service user is a young man who is newly diagnosed with Emery-Dreifuss Muscular Dystrophy. This disease often starts during childhood or adolescence who develop muscle spasms or cramps, the tendons and muscles tighten restricting movement at the beginning of the disease. The disease as it progresses affects the heart slowing it down which can cause heart flutters which leads to feeling faint. People with MD often will need to use a wheelchair and have a shorter life span (Muscular dystrophy - Types, 2021). 
According to data on the Samaritan website the suicide rate in 2018 was 178 individuals of the ages 15-19, 121 of these were male and 57 females, over the years these numbers have decreased, and statistics in 2020 was males 106 and females 41 had committed suicide. These statistics are crucial in helping to identify distraction activities and reducing deaths (Understanding UK & ROI suicide statistics, 2021).
Therapies and counselling can be beneficial to speak to someone who has trained experience in various fields. Seeking the help when a distressing occurrence affects your life, and the feeling of helplessness takes over every thought. Counselling can assist in finding alternative thoughts and dissolve anxiety opening up and finding out why you may be thinking negatively (Mind, 2021).
 




Social Identity Theory.
Henry Tajfel (1978) started the concept of social identity theory, and later more research was conducted by Tajfel and Turner the following year. The theory states as individuals we tend to put ourselves into groups of belonging, for instance having children or not having children whether they are in a certain group or out of a certain group. (Loy and Trepte, 2017) 
Tajfel and Turner state that there are three categories that determine social identity. 
Social categorization: The process of social categorization involves grouping people based on a variety of social characteristics. These factors include sex, race, age, and religion, several other dimensions are considered as well, such as social status, occupation, and even perceptually uncertain categories such as gender
Social identification: Social comparison is a fundamental feature of group life, social identity theory is people making social comparisons between in-group and out-group, or between themselves as in the group and others being out of the group, in order to identify who, they are and how they are evaluated.
Social comparison: This was developed to explain how individuals create and define their place in society, their sense of who they are, and how they relate to others typically informing others the way they view other people and groups.
[bookmark: _Int_ZEGQd8BU]An individual's social identity is defined through categorization, group judgment, and the importance of group memberships for the self-concept. Those with a positive social identity exhibit positive self-esteem, whereas those with a negative identity engage in continued competition, social mobility, or cognitive strategies to create a more positive image for the in-group. Social identity is more dependent on an individual's group memberships than personal identity. Self-categorization theory (SCT) differentiates between social and personal identity. (Burke and Stets, 2018)
The case study relates to the service user, a 15-year-old male with a disability, and the staff member who is a 58-year-old female who is able-bodied. Within the social categorization, they would not be of the same being different sexes different ages, the staff member is abled bodied whereas the service user is not. The two of them would not be in the same social identification/comparison groups, the staff member may feel that this is a young service user of which she has no similarities, and he may feel of the same mind.
In the places, groups outside of this situation the two would not be in any social circumstances where they would meet or interact with each other, the service user may not want to see himself as a service user and still feel he is able-bodied not wanting to be at the counselling department and disassociate himself from the staff member, as she is staff in uniform being in authority.























Attribution theory.
Heidier (1958) argues that people make sense of their lives by using common sense and logic to interpret events. They do so, in large part, to both understand and control the world around them. Heider was concerned particularly with an action’s “causal locus,” focusing his work on when a person is more likely to judge behaviours cause as an internal to make assumptions “Fundamental attribution bias” disposition or a characteristic of a person or “external attributions” (Manusov and Spitzberg, 2008).
Attribution theory refers to a field of inquiry rather than to a specific scientific conception. The study examines beliefs about how events and outcomes occur, (internally or externally) including success or failure, and the implications of these beliefs (Jarvela, 2011).
In the case study, these factors may have contributed to the events that followed. 
[bookmark: _Int_6Vs0bSK3]The young man may feel the staff member is being overbearing by imposing regulations. He may feel pressured into attending counselling, making him nervous. The young man may be thinking why is this woman trying to make me sit down and have a go at me? Can’t, she see I'm in pain, presume as a staff member she must know his circumstances and disability.

She may be assuming internally he is a reckless teenager who has no care or thought for others, not wearing a mask, or sitting down or listening to what is being asked of him. The staff member is a newcomer to the position is not fully aware of the traits of service users. She may have felt anxious thinking he was getting agitated pacing and becoming breathless. She may be trying to make a good first impression. I feel that the staff member has not considered the external behaviours of the service user the factors contributing to the walking/pacing or his anxiety, I also feel the staff member has used fundamental attribution bias and not thought of the environment she works.











Frustration aggression hypothesis.
Originally, according to Dollard et al (1939) frustration-aggression theory, hostile (emotional aggression) was used to impede the expected achievement of a goal. Although some studies have failed to support the hypothesis, others have succeeded. Although these tendencies are not random or directed at the topic directly, frustration can cause aggressive behaviours. Along with interpreting and attributing the original analysis, can also help to alleviate unpleasant frustrations. According to a proposed reworking of the 1939 model, frustrations tend to arouse aggressive tendencies (Berkowitz, 1989).

Groves and Anderson state, many factors relate to aggression, and how events that occur in our daily lives can contribute to superseded aggression. 
Aggression comes from frustration and provocation from others i.e., shouting, swearing, or physical attack our external factors can contribute to the frustration, stress, pain, or the environment we are in (Groves and Anderson, 2018)

The staff member in the case study may have demonstrated "indirect aggression" by getting frustrated, not being listened to by the service user, this then escalated to being sworn at, materialised “direct aggression" raised her voice towards the service user telling him not to return to counselling. The contrary factors could have affected her behaviour, the role was new and confrontation from an individual made her feel uncomfortable, not able to control the situation. The staff member could also have external matters affecting her which she displaced onto the service user.

The service user was also experiencing outside frustrations, not long been diagnosed with MD which had resulted in him having to stop playing football and end his potential career, this diagnosis, resulted in him being depressed and suffering from anxiety and making an attempt on his life. All these factors contributed to his frustration and anger which he displaced onto the staff member resulting in conflict.










Conclusion.

In conclusion to what I have discussed in this report looking at the occurrence between the staff member and service user using the social identity theory I believe that on initial meeting they regarded each other as having no social identity to one another and seemed to not have anything in common. 
In Heider attribution theory he discusses the service user may have felt that the staff member is being awkward and making a fuss over nothing and she should understand his condition she must know what’s wrong with him – she’s staff, and the staff member may feel he is just an obstinate young man.

I believe the complaint should be upheld as the environment the staff member works is pacifically for individuals who have mental health problems seeking counselling for these problems. I believe the staff member seemed to be distracted by the restrictions and guidelines she was trying to implement showed no empathy for individuals attending after having trauma in their lives. The staff member needs to be addressed regarding her behaviour and understand the difficulty individuals may have encountered just attending the office and her behaviour might put them off from seeking help.
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