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In this report, you will be presented with a case study from a local counseling center and some theories such as social identity theory, attribution theory, and the frustration-aggression hypothesis.
This report is prepared to help the local center manager manage a situation and make the right decision for the staff member and the service user, the 15-year-old. As we were introduced, the staff member is a 58-year-old lady recently employed as a part-time receptionist. One of its responsibilities is for all those who enter this center to respect the social distance, wear a proper mask, and disinfect their hands not to spread the well-known Covid-19 virus. A service user is a 15-year-old man with significant health and behavior problems. He has muscular dystrophy (which is why he prefers to stand and move), anxiety, depression, and recently a suicide attempt.
“Every year in the United Kingdom, thousands of young people take their own lives, and many more are trying to commit suicide. Suicide is the fourth leading cause of death among young people aged 15-19 worldwide in 2019”, according with World Health Organization. Many suicides are related to mental disorders such as depression. Still, many other suicides occur impulsively in times of crisis, inability to cope with life stress, such as money problems, love problems, unbearable pain, and chronic illness.
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Henri Tajfel's early 1974 efforts and Tajfel and John Turner's 1979 studies spawned the notion of social identity. They explain how social identity affects intergroup behavior by describing the cognitive processes associated with social identity. This hypothesis is based on the idea that we categorize and compare ourselves with others to understand our social identities better.
Social categorization is the first step in gaining a better understanding of our social environment. Individuals, including ourselves, may be classified depending on the social groupings to which they belong. Secondly, social identification is identifying as a member of the social group. Individuals adopt the behavior they believe other group members should exhibit when they become socially identified with the group. Comparing one's group against other groups regarding social status and prestige is the third step individuals go through.
As a result of his work, Tajfel was able to shed light on the underlying mechanisms that underlie social bias. As a result, several investigations have been known as "minimal group" research. Those who participated in these experiments were randomly allocated to one of two groups. It was shown that participants preferred the group to which they were given - inside their group - outside of the group, even though they received no personal advantages from group membership and did not have a relationship with members of any groups despite the fact that membership was meaningless. Some research shows how strongly individuals identify with belonging to a group that just designating them as such has this effect. This categorisation also led to group bias and out-of-group prejudice, demonstrating that intergroup conflict exists even when there is no direct rivalry between groups.
In 1972, Tajfel used this data to formulate the idea of social identity for the first time. Self-conceptualization is dependent on one's social group membership, and this is why the notion of social identity was developed. A decade later, in 1979, Tajfel and a student named John Turner published a paper outlining their theory of social identity. Both the cognitive and motivational mechanisms that enable individuals to preserve their sense of self were the focus of the theory. It intended to shed light on both. They were comparing their own social group to other groups in a favorable light.
Regarding the case study: -the staff member: personal identity: generally punctual and social identity: old woman receptionist                                                                                                                                                                 
                                          - the service user: personal identity :rude, anxious and depressed and social identity :young boy, football player
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In 1958 the Austrian Fritz Heider formulated the first theory of attribution in which he explains the factors that influence our perception of the causes of events. In his opinion, people connect events to understand the behavior of others, but also to intuit future events, thus obtaining a sense of control over the environment. Heider believes that people behave like "naive scientists."
 Heider's attributional model distinguishes two factors: internal and external. Internal factors refer to personality, attitude, character, ability, and motivation, and external factors refer to external causes such as luck, the difficulty of the task we are in.
Heider argues in his book "The Psychology of Interpersonal Relations" that to produce a certain behavior, both ability and motivation are necessary. To better understand, an example would be: the ability to run a marathon depends on both your physical ability, the weather that day, and your desire and drive to win the race. According to Heider, behavior is a product of ability and motivation. Capacity refers to whether we can adopt a certain behavior - that is, whether our innate characteristics and our current environment make this behavior possible. Motivation refers to our intentions, as well as how much effort we put into them.
If we look at our case study and, more precisely at the 15-year-old, we notice:
· external factors such as: keeping his distance and wearing a protective mask, muscle cramps that cause him pain, and because of which he cannot sit on a chair.
· internal factors such as anger because he had to give up training at the sports club, anxiety, and depression he suffered in recent weeks.
If we look at the staff member, the 58-year-old lady notices different factors here:
· external factors such as she raised her voice because she was cursed countless times by her young client
· she had a state of anger and rage on all service users
In psychology, attribution is a judgment we make about the cause of another person's behavior. Attribution theory explains these attribution processes, which we use to understand why an event or behavior occurred.
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Aggression is the behavior of a person that aims to harm another individual. Extreme aggression can lead to violence. The frustration-aggression hypothesis was first called Dollard in 1939, as a result of Freud's previous research in 1923. In recent decades, the media has seen a significant increase in aggression and violence among adolescents. The most common signs of frustration are nervousness, isolation, drug use, not knowing how to proceed in a borderline situation or how to react to receiving a diagnosis that will have consequences for life.
A few years later, in 1969, Berkowitz proposed a review of the link between frustration and aggression and argued that frustration did not always lead to aggression. He tells us that circumstances can lead to exceptions, such as the presence of weapons, which would be more likely to cause aggression.
If we look now at our case study, we see a 15-year-old boy who, in the last period, has faced many problems professionally and medically. He was recently diagnosed with Emery- Dreifuss Muscular Dystrophy. This is a very rare genetic disease manifested by damage to the lower limbs, muscle weakness, and muscle spasms. This disease forces him to give up training at the Aston Villa club. It is very difficult to manage a situation that will change your whole life, especially for a young person who has no life experience. As a result, he suffered from anxiety and depression and even threatened his own life. After many insistences, he decides to seek counseling at the local center. Once here, he must comply with the rules imposed by the English government (respecting the distance and using a protective mask) and with the reception staff who remind him of these rules. Because of his condition and the pain caused by the disease, he feels frustrated. This frustration turns into aggression when the receptionist warns him that he must take a seat and not walk around the room. He is verbally aggressive, with a service user repeatedly cursing him.
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The rules must be followed, but sometimes we can adapt the rules to our situation. For example, in the case of the local counseling center, the staff member should be a little more flexible when talking to a patient who once got there, certainly does not have good health and especially a mental balance. The center’s employee is a punctual and polite person, and although she was repeatedly cursed by the young man who wanted to use the services of this center, she only repeated the rules that must be followed.
No one is perfect; if the staff member is told how to proceed and where he went wrong, he will be able to handle similar situations in the future. The old lady did the wrong thing, but not so much that she could not be remedied, she followed some rules imposed by the English government.
The conclusion of this report is that the complaint must be dismissed.
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