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[bookmark: _Toc89960041]Executive Summary
Social Psychology refers to a diagnostic and therapeutic approach through policies, demonstration of social standards and education regarding social ethics. A 15-year-old boy was strictly instructed to follow the rules where the boy swore toward a 58-year-old woman. The social exchange theory postulates aspects of critical explanation in this report. The report will discuss theoretical aspects and justification of the incident. The report will finally recommend if the complaint needs to be withheld or dismissed against the staff. 
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[bookmark: _rv3j9q9favrn][bookmark: _Toc89960042]Introduction
Psychological analysis for health and social care is emergent in any situation where the right of one individual is getting prioritised over others. A person can serve with limited adjustment and still get rights to act on his/her own. Customers can question any action or system, but cannot misbehave with people for personal complexity. The study will contrast and analyse the following incident to understand company policy and social psychological norms. The study will also discuss whether it will be right to uphold or dismiss staff if taken the right step against a misbehaving customer.
 
[bookmark: _456yyv6efn0q][bookmark: _Toc89960043]Demonstration of the Misbehaviour of Staff and Service User
A 58-year-old woman as a receptionist was recruited in a store and she was informed to deliver the instruction of post-CoVID norms to the customers regarding social distancing, wearing masks etc. The staff member was generally considered to be polite and welcoming to the customers while mentioning to follow the pandemic norms. A 15-year-old boy suffering from depression and anxiety swore multiple times to the staff telling him to wear a mask and sit down in the waiting room. The boy was recently diagnosed with Emery-Dreifuss Muscular Dystrophy and was suffering from respiratory dysfunction, depression and anxiety. 
As mentioned by Kissah-Korsah (2020, p. 159), this situation calls for critical analysis of which action was wrong apart from swearing to the staff member. The boy was right to not wear a mask and walk in the waiting room for his medical condition. On the other hand, the staff was right to tell the boy to follow the CoVID instructions thoroughly. The critical understanding and argument raise on the reasoning of why the boy did not mention his condition and why the staff did not ask the problem in the first place. The verbal communication and interchange could fix the problem, but it did not.  
[bookmark: _grzixpkubzkh]
[bookmark: _Toc89960044]Explanation of the Theoretical Background of Human Behaviour to understand the Situation
The theoretical explanation for behavioural approaches is required to analyse the situation and its criticality. As mentioned by Sullivan (2021, p. 18), the contradiction of the behavioural approaches of the staff and the service user has a relatively justified background. The service user in this case was as appropriate as the staff. However, there are some critical arguments for the company policy and rules in a retail store to follow. 

[bookmark: _Toc89960045]Attribution Theory
Attribution theory suggests that the behavioural approaches and expressions of anger or decency are influenced by two fundamental factors which are disposition (internal cause) and situation (external cause). As mentioned by Ginder et al. (2021, p. 361), the behavioural approach of a person is sometimes determined by the internal cause, and sometimes it is triggered by an external cause. The service user is suffering from depression and anxiety. According to the medical report, the service user is facing difficulty in breathing. On the other hand, CoVID 19 situation is the mass population issue going on. As mentioned by Ginder et al. (2021, p. 361), the appreciative interpretation of the situation can resolve the misbehaviour issue significantly. 

[bookmark: _Toc89960046]Frustration Aggression Hypothesis (FAE)
As mentioned by Molnar et al. (2020, p. 127), the frustration aggression hypothesis postulates that the resource of aggressive activities can sometimes be frustrating for social acceptance, structure, medical condition or economic condition of the individual. This theory is appropriate and compatible for the mentioned situation as the service user was diagnosed by Emery-Dreifuss Muscular Dystrophy recently and was facing short-breathing dysfunction. The proper acknowledgement of the customer’s condition could mitigate the situation in the first place whereas the depressive condition and anxiety of the customer probably did not allow him to demonstrate the condition to the staff. The staff was also required to ask the service user about his problem and then take any ultimate step or verbal action. 
[bookmark: _Toc89960047]Social Identity Theory (SIT)
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Figure 1: The Development of Social Identity
(Source: Hogg, 2020, p. 114)
Social identity theory suggests that the perceived position of a person in a group, society or culture contemplates his/her action and aids the characteristics of being kind, respected, aggressive, authoritative, humble or silent. As mentioned by Hogg (2020, p. 114), the 15-year-old boy was triggered to be instructed by the staff as he was suffering from the depression of having physiological incapabilities at this moment. The staff was older and her perceived position in the society made her reconsider the position in the store. This is why the staff was psychologically forced to instruct the boy to do the right thing. As mentioned by Hogg (2020, p. 114), the service user on the other hand was struggling with breathing issues, but the perceived position as a customer made him oppose the instruction and not show any cause for the effect of not wearing a mask or sitting. 
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[bookmark: _Toc89960048]Data Related to Suicide rates
The exaggerating rates of suicide among teenagers, especially 15 - 19 years are significantly rising every year. More than 700,000 people die due to suicidal causes (World Health Organization: WHO, 2021)‌. The psychological epidemic of suicide influences other people to attempt death volunteer. According to the World Health Organisation, suicide is the fourth most leading cause of death for people from the 15 - 19 age group for various reasons (World Health Organization: WHO, 2021)‌. These reasons are suicide idealisation and interpretation as a solution, physical activity, physical fight, being bullied, serious injury, lack of social exposure, parental understanding etc. 
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Figure 2: Prevalence Estimates of Suicidal Behaviours, risk and protective factors by sex and Age Group
(Source: Campisi et al., 2020, p. 4)
As mentioned by Campisi et al. (2020, p. 4), the random effect meta-analysis of Confidence Interval (CI) allowed to disclose the exposure of suicidal tendency among teenagers in two groups, wherein the CI varies significantly. These age groups are 13 - 15 years and 16 - 17 years (World Health Organization: WHO, 2021)‌. The prevalence of Head Injury Criterion (HIC) and Low to Middle Income Country (LMIC) population data extemplates the reason behind these psychological phenomena differently where it is reported that the suicidal attempt for physical serious injury obtains the highest rate of suicidal tendency. 

[bookmark: _piyea8t52kjq][bookmark: _Toc89960049]Service User’s Condition
The condition of the service user plays an important role in the case. The service user was diagnosed with Emery-Dreifuss Muscular Dystrophy recently and the physical toll was significantly difficult for the service user. This caused him depression, anxiety. The surgical reduction of adipose tissues caused respiratory dysfunction and the physiological changes caused depression and anxiety in the boy’s mind (World Health Organization: WHO, 2021)‌. This caused the behavioural outburst to the staff in the store. The behavioural approach can be explained by the medical condition, but the disagreement of demonstrating the condition earlier in the conversation can be explained with social identity theory. According to this theory, the service user was misunderstood by the perceived position of him as a customer and misbehaved to the staff for having the authority of questioning. 

[bookmark: _wj696jxn0wf0][bookmark: _Toc89960050]The Impact of Counselling for Individuals
The impact of counselling is based on the importance of counselling. Counselling allows a person to express the influencing perspectives, decision making, reasoning, emotions, identity analysis etc. the belief, behavioural bases and patterns need to be introspective for the improvement of social approaches (Csuci, 2021)‌. The 15-year-old boy needs to be counselled for his depression and anxiety. The boy must be diagnosed with breathing issues. On the other hand, the staff requires to be counselled for being overly instructive to the customer. 
As mentioned by Riggs and Bartholomaeus (2020, p. 952), a staff needs to be understood if there are any misbehaviour perspectives while delivering the instruction and rules inside the store. Counselling can help a person understand how his/her perspectives can influence others in a positive or negative manner and can make them capable of controlling, sustaining their expressions accordingly (Csuci, 2021)‌.
[bookmark: _3v946vqvstbt][bookmark: _Toc89960051]Recommendations regarding the Upholding or Dismissal of the Staff for the Complaint
The 58 years woman did her work according to what she was instructed to do. According to her perspective of social identity, she tried to forbid the 15 years old boy to disobey the instructions. The boy on the other hand was suffering from depression and anxiety, which was reflected in his aggressive behaviour and cursing. This misbehaviour can never be appreciated and sustained under customer policy. A person does not get the right to misbehave with someone if he/she is a service user in a situation. The boy should have explained his situation and then reacted to her. This concluded that the staff should not be dismissed for the complaint against her. However, she could have asked the reason for not wearing a mask or walking to the service user
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From the explanation in the study, it can be contemplated that the proper behavioural approach is required to be followed by both service users and staff in a company. The misbehaviour of the staff and service user were both misguided wherein the service user manipulated the authority of a customer more than the service provider. The proper adjustment of such a situation can be achieved through documented posters in the entry and proper company policies where the organisation can demonstrate the policy to its customer about the standard behaviour in the store premises.
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