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In this study, a case has been reported based on some psychological theories, this is the case of 58 years receptionist (receptionist) and 15 years old boy (service user) who is suffering from Emery-Dreifuss muscular dystrophy in which the muscles are affected badly and joints become stiff, difficulty in contraction occurs. The manager should take notice of this incident very carefully and for this, he has to understand human psychology with the help of some psychological theories as every person suffering from something mentally and it reflects in their behavior that how they treat others and how they react in different situations (Satici, et al 2020). The manager should understand the case from both perspectives and arrange some sessions or workshops for their staff to educate them as to how to deal with abusive, aggressive, and mentally unstable service users. The theories under consideration of this report are social identity theory (SIT), attribution theory, and frustration-aggression hypothesis (FAH). 
[bookmark: _Toc88834922][bookmark: _Toc90441503]Social identity theory (SIT)
According to SIT, every individual identifies them as a member of a particular group, their status in that group, and the status of the group in society, according to person world is divided as "them" and "us". The main hypothesis of this theory is that members of one group try to figure out the negative aspects of the member of the other group to enhance their self-esteem and self-image.
So based on this theory case can be reported by using the concept of a generation gap, a manager should arrange their staff in a way to reduce the generation gap, a manager should hire some younger staff along with aged staff to handle such situations. Workshops are conducted to reduce the mental stress of staff and give them sufficient time of break so they get fresh and enhance their performance of dealing service users, as directly face to face interaction with people who mentally suffer is not an easy job. The staff has to be patient and polite with a service user, fulfilling their demands is the priority of staff and as in case it was stated that receptionist recently join the job and her work was to make sure that everyone follows the precautionary protocol of covid-19, so she was simply doing her job by stopping the boy who gets abusive towards her then she also shouts and asked him to leave (Hodson, and Earle, 2020).



Age gap 
In the case which is reported, observed that the age gap between both individuals was too much, the receptionist belongs to the elder group while the boy belongs to the teen group (Davis, Love, and Fares, 2019). This might be one of the reasons for heat up an argument as an receptionist (receptionist) asked the boy to follow the covid-19 protocol because they are in the closed area of the waiting room but the boy doesn't follow the protocol because he was restless and continuously walking this made receptionist angry as she might think the boy is disrespecting her and think negatively about the teenage-group, she thinks members of this group used to be stubborn, rigid, disobedient and full of pride while boy thinks receptionist tried to dominate him and being rude to him unnecessary with knowing what he has been gone through and become abusive towards receptionist as in the case it is stated that boy wasn't mentally stable who was suffering from disease and even try to suicide as well (Scheepers, and Ellemers, 2019).
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Another theory stated in this report is attribution theory, attribution theory evaluates the reason for a person's behavior. The reason can be some internal factor or external factors, as human beings got affected by both internal and external factors, this theory helps to figure out the actual cause to correct it, so such nasty situations can be avoided in future. So the behavioral response can be situational that means reaction in a certain situation or it can be dispositional that is due to some internal characteristics (Martinko, and Mackey, 2019). In this case, it can be concluded that the lady's behavior was situational as the boy abused her while she was just performing her duty by letting him know about rules and regulations related to covid-19, she shouts after the aggressive and ill-mannered behavior of boy that means her behavior was due to external factor and influence by the behavior of boy. The behavior of the boy was probably due to internal characteristics as he was suffering from many things ways mentally as well as physically, he was recently forced to leave his football training academy as he was diagnosed with Emery-Dreifus Muscular Dystrophy, it is the condition in which skeletal and cardiac muscles got affected in the early stage it shows deformities of joints and causes painful cramps, this condition worsens gradually with time and heart got also affected in this condition movement of patients restricted hence patient becomes mentally frustrated and depressed (Heller et al, 2020). 
Boy show anxiolytic and depressive behavior for the past 5 to 6 weeks and even try to commit suicide after that he brings to the local counseling center for a counseling session where this bad incident happened (Muschetto, and Siegel, 2019). Counseling helps a lot a person to fight his anxiety and depression because counseling enables the individual to figure out their behavior, feeling, and belief in any situation which are the core reason for all the problems, and make them realize what changes they need to do to improve their mental health. The counselor must help the boy and make him realize his mistakes and how he has to calm himself, he needs to learn the overcome internal factors and should not be aggressive with people while the manager makes sure that the receptionist should realize that she is working in counseling center where most of the time she encounters mentally unstable people.
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The last theory discussed in this report is the Frustration-aggression hypothesis, basis this theory is that the frustration of a person leads towards aggression, probably person gets frustrated when he or she is unable to achieve his or her goal and getting fail after some attempt make him or she frustrate which leads to the aggressive behavior. There could be many reasons for frustration which include bullying, getting blamed for someone else mistake, being scolded at a workplace for no reason, being humiliated by another person who is dominating, leaving activities of interest, and many more. Frustration is a state of mind but it causes by both internal and external factors, a frustrated person becomes aggressive and behaves badly with the people of his surrounding, whether they are his loved ones or strangers (Breuer, and Elson, 2017.). 
In this case, it was observed that the 15-year old boy was very frustrated because of all the things happening in his life and that frustration reflects in his behavior. Sometimes frustration leads to suicidal thoughts and a person eventually commit suicide with passing years it was observed that the rate of suicide increasing in the teenage group rapidly because of increasing frustration they want to achieve their goal in early age upcoming generation little impatient, according to a paper suicide rate in the UK in 2020, in the age group between 15-19 was 7 out of a population of 100000. High suicide rate also observed in between the age group 55 to 59 because it's the aged person become frustrated and less enthusiastic as daily house chores and doing job becomes difficult for them gradually, some people lost their spouses and some left by their family to old house so they start feeling there is no purpose of living and commit suicide, the death rate in-between age group 55-59 was 10 in the UK in 2020. 
In this scenario both seems frustrated and yell at each other, a manager should arrange counseling session for both receptionist and boy to figure out what they are going through and there is no need to fire the receptionist from her job (Battigalli, Dufwenberg, and Smith, 2019). She is also a human being and gives a reaction to action. Cognitive behavior matters most for good mental health if a person thinking is negative about everything his thought process eventually leads him to a bad situation. To identify their problems speaking therapy and questionnaire are given to them to measure their frustration level. It's the responsibility of management to provide good service to their use as well as providing a safe and sound environment for working to their staff. The aggressive behavior is spontaneous and the person reacts on the spot and the person's neural system is responsible for that immediate response, even sometimes person realizes afterward that he overreacts and this situation can also be dealt with calmness but till then it's too late, they already react aggressively to their loved once or strangers (Williams, 2018).
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This case revealed the impact of mental health on people's behavior, if the person is not fine mentally then he reacts aggressively in every situation, and the outcomes will be worse. The case needs to be dismissed as receptionist was an old lady and wasn’t aware about the mental and physical situation of boy but training sessions must be required to educate the employees how to deal with such situations. One must be asked for mental help and understand by the people of his surrounding, if the receptionist knows about the mental and physical condition of a boy she would surely not react like that and ask the boy politely that what happened to him, why he is not sitting at his place and try to figure out his problem. In the same way, if a boy was not disturbed mentally and doesn't have cramps in his leg, he reacts differently and does not abuse the receptionist and let her know about his problem. The manager of a center should take some precautions to prevent such incidents in the future. The main aim of all these theories is to help the councilors to evaluate the behavior and problem of their patients.        
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