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[bookmark: _Toc89305804]INTRODUCTION
This report aims to examine the complaint received by the local counselling centre from a user who accused the reception staff member, a 58-year-old woman of misconduct when dealing with his reaction. The purpose of this accurate examination is to provide the correct recommendation on whether the complaint should be upheld or dismissed.  
Therefore, is order to make the best decision it is important to analyse the case by taking into consideration all the particulars related to yet: the stress the receptionist is subjected to on a daily basis when dealing with angry users; the age of the user; the users’ clinical picture including the recent diagnosis of Emery-Dreifuss Muscular Dystrophy and his psychological status. As a consequence, several psychological theories will be analysed, supported by statistical evidence, so as to get a clear understanding of the overall situation and make the most considerate decision.
[bookmark: _Toc89305805]SOCIAL IDENTITY THEORY
To start understand the behaviour of both receptionist and the young user it is useful to analyse the case from the perspective of the Social Identity Theory (SIT). The theory was introduced in the 70s by the social psychologists Henri Tajfel and John Turner with the purpose to explain intergroup behaviour (Turner and Reynolds, 2010). SIT describes social identity as the person’s sense of who they are based on the social groups they belong to e.g. family, peers, sport team etc. In other words, the theory proclaims that individual’s social behaviour changes while in a group, and that individuals are normally driven by two types of behaviour – interpersonal and intergroup behaviour (Tajfel and Turner, 1979). However, the two behaviours merge into each other as it is impossible to act purely in a certain way or another. As a consequence, the social factors will always influence personal behaviour more or less.
Besides, SIT states that individuals have an innate motivation to achieve positive distinctiveness, otherwise said a positive self-image (Abrams, 2001). On one hand, self-considerations are made based on the comparisons between the in-group and the out-groups; on the other hand a positive self-evaluation is possible only if the group itself is positively distinctive from other groups (Abrams, 2001). As a consequence, this increases social competition among groups.
Therefore, according to the SIT, when users rely on a local counselling centre they will identify themselves as part of that group. As a consequence, good interaction with staff members will stimulate users’ willingness to participate to the counselling sessions offering a sense of belonging and thus, having a positive impact on the entire experience. In conclusion, the discussion between the staff member and service user might have represented a breaking point, creating in the user, whose psychological stability was already influenced by other factors, a feeling of loneliness and isolation from the group. 
[bookmark: _Toc89305806]ATTRIBUTION THEORY
Following, the case should be analysed from the perspective of attribution theory. To begin with, according with APA Dictionary (2021), attribution is a term used to explain the process through which assign motives to their own or other’s behaviour. Heider (1958) introduced the first concept of the attribution theory in the early 20s with the notion “locus of causality” that highlighted the fact that individuals consider the provenance of the causes of an event external or internal to their own control (Ryan and Connell, 1989). 
The theory was further developed by Kelley and Weiner that developed a theoretical framework to analyse and better understand human behaviour  (Turban et al, 2007). According to Kelley (1973), people make attributions based on three criteria - Consensus, Distinctiveness, and Consistency. In other words, it is possible to determine if a cause is internal or external by analysing if all individuals of a group act the same in a similar situation (consensus); if a person acts the same way for an extended period of time (consistency); and if a person acts similar in similar circumstances (distinctiveness) (Martinko and Thomson, 1998). As a consequence, if  distinctiveness and consensus are high and consistency is low the behaviour is affected by external causes; on the contrary, if distinctiveness and consensus are low and consistency is high the behaviour is influenced by internal causes (Martinko and Thomson, 1998). Weiner instead, developed a three-dimensional theory based on three characteristics of the attributions: Stability – whether the cause of the event is stable or unstable in time; Locus of Control – whether the cause of the event is internal or external to self; and Controllability – whether the cause can be controlled or not by the subject (Martinko and Thomson, 1998). As a consequence, the type of attributions individuals make related with the causes of an event impact their behaviour and their motivation.
Therefore, applying the attribution theory to the two subjects involved in the problem several deductions can be made. Since the staff member is normally considered to be punctual and polite the distinctiveness and consensus are low and the consistency is high, hence her behaviour was a result of external factors – being verbally abused by the user. On the contrary, the service user has been suffering for several times of depression and anxiety, therefore, his distinctiveness and consensus were high and consistency low; thus, his aggressive behaviour was caused by internal reasons. Besides, the young boy stable attributions were related with him being part of Aston Villa football training academy. When he was diagnosing with the Emery-Dreifuss Muscular Dystrophy, his stable attributions were negatively impacting lowering his motivation and contributing to his depression.
[bookmark: _Toc89305807]FRUSTRATION AGRESSION HYPOTHESIS (FAE)
Finally, the frustration aggression hypothesis should be analysed to better understand the causes that lead to the complaint and to act accordingly. This hypothesis was born out of the necessity to explain aggressive behaviour. The theory was first proposed by a group of psychologists from the Yale University in 1939 (Dollard, 1939), but it was developed further Miller and Berkowitz  (Breuer and Elson, 2017). At first, the psychologists considered that aggression is the result of the frustration of not being able to achieve a goal (Dollard, 1939). However, the theory was subsequently modified as the psychologists reach to the conclusion that aggression is only one of the several reactions, frustration can cause (Breuer and Elson, 2017). The theory was used to explain the scapegoating practice that involves blaming a person or a group for something someone else did (Glick, 2010). Therefore, the frustration aggression hypothesis emphasises that once the frustration has activated the aggressive behaviour, it makes no difference on which the violence will be reversed. 
The frustration aggression theory can explain the user behaviour towards the receptionist. The boy’s frustration was triggered when he was diagnosed with the Emery-Dreifuss Muscular Dystrophy, a disease that impedes him to continue being part of Aston Villa football training academy. Therefore, he used the receptionist as a scapegoat to discharge his rage.
[bookmark: _Toc89305808]IMPORTANT FACTORS TO CONSIDER
Notwithstanding with the fact that there is now excuse for aggressive behaviour, the service user’s condition is an important factor in the decision-making process on whether not to uphold or dismiss the complaint. Being diagnosed with a rare disease has caused serious psychological problems for the boy leading to anxiety and depression. In the given situation counselling is crucial for the 15-years-old because of its numerous benefits such as improved self-acceptance and self-esteem, aid in dealing with negative emotions, and amelioration of the mental health. Moreover, the boy was suffering from depression which is a serious mental disorder that affects 5% of adults globally leading in many cases to suicide (WHO, 2021). As a consequence, depression is never to be underestimated as the suicide rate among this age category is high e.g. between 2014 and 2016 there were registered 595 suicides by young people although 60% was already in a counselling program (Rodway et al., 2020).
[bookmark: _Toc89305809]
CONCLUSION AND RECOMMENDATION
To sum up, three psychological theories – Social Identity Theory, Attribution Theory, and Frustration Aggression Hypothesis – were reviewed with the purpose to give an accurate recommendation to the local counselling centre on whether to uphold or dismissed the complaint against the receptionist from a service user. The SIT, emphasises the social behaviour is influenced by the group one belongs to; therefore, as the young boy considered himself part of the counselling centre group, a positive interaction with the staff members could have stimulated his motivation to participate to the counselling sessions. The Attribution theory, showed that user’s behaviour was caused by internal factors like depression and anxiety, while the receptionist’s reaction was caused by the boy’s aggressive behaviour, thus external. Finally, the frustration-aggression hypothesis explained that the user’s aggressive behaviour is a result of an internal frustration. Based on this consideration, and on the fact that depression can lead to suicide it is recommended to uphold the complaint, as in a counselling centre all the employees including both professional and auxiliary staff should know how to deal with the service users since they mental stability is fragile and any alteration could lead to a terrible outcome.  
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