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[bookmark: _Toc87910351]Introduction
This report is a case study of a local counselling centre that got a complaint regarding a receptionist's behaviour when engaging with a verbally abusive service user. The Service user is a 15-year-old boy who was just confirmed with Emery-Dreifuss Muscular Dystrophy and has had to leave the Aston Villa football training program. This report discusses the Interpersonal Identity Theory, Attribution Theory, and the Frustration Aggression Hypothesis, as well as how they connect to the Reference to demonstrate the situation.
Covid-19 is one of the world's most serious problems. It is an incurable and contagious illness. As a result, several countries are in a state of lockdown. People are experiencing psychological pressures such as worry, despair, and stress as a result of not being allowed to leave their houses and not being able to meet their necessities during such an outbreak. Counselling is amongst the most effective ways for counsellors to help individuals in maintaining their health.


[bookmark: _Toc87910352]Social Identity theory
Self-status is a component of an individual’s personal identity through recognized membership in a particular group. According to Hogg (2020), in the late 1970s and early 1980s, social psychologists Henri Tajfel and John Turner created the perceived social hypothesis, which established the notion of something like a social identity as a means to explain interpersonal and group behaviour. According to the definition, theoretical perspective predicts specific intergroup behaviours related to the perceived considerations to keep in mind disparities, considered authenticity as well as the sustainability of those clear differences, as well as believed capacity to migrate from one community to some other. This is not the case when the term social identity theory is often used to allude to generic speculation about developmental psychology bodies. Furthermore, despite the claims of some scholars, the hypothesis was never supposed to have been a generic theory of social categorising. Group membership is a true, authentic, and basic feature of the personality within social psychology, it isn't something foreign or manufactured. It's crucial to remember that in there are individuals with whom they identify, whereas participants in the experimental group are all those with someone they're unfamiliar and maybe biased.  Because social identity theory's breadth was limited, John Turner and others produced related theories and concepts, such as personality theory, which developed on i.e., perceived theory's principles to provide a more comprehensive understanding of relating to self. (Scheepers and Ellemers, 2019)
The phrase social identity approach or social identity viewpoint has been proposed to describe both conceptual models as well as self-categorisation theory's contributions. According to Trepte and Loy (2017), if an organisation has the ability to influence an individual’s personal self, or even a part of their personality that originates from knowledge of something and actual attachment to an organisation, it could take responsibility for their actions. In this case, the Service user is a 15-year-old boy who has been diagnosed with Emery-Dreifuss Muscular Dystrophy and is forced to give up his place at the Aston Villa football academy. Due to this reason, the service user becomes extremely depressed and even attempted suicide. This is because the incident has laid a bad influence on his identity as a football player. The service user has a strong relation with football, where he belongs, leaving football has emphasised his relation with football and is a major part of his identity now. And in the case of the staff member, she is an extremely polite and generally punctual individual. However, during one contact with a specific service customer, the member of staff was frequently cursed at, to which she replied by increasing her voice. This has an effect on her personality.

[bookmark: _Toc87910353]Attribution theory
The perception of the social perceiver’s utilisation of material to arrive at understandings, the term attribution theory refers to the concept of assigning blame for events. According to the views of Jackson (2019), it investigates how information is obtained and used to arrive at a causation conclusion. Attribution theory is the study about how common citizens interpret the causes for their actions and events. Would anyone ever feel enraged even if irritated and because something terrible has happened to someone, for example? People are inexperienced researchers desperately trying to make sense of their surroundings. Even when there aren't any, people are more susceptible to seeing cause and effect linkages (Dwek, 2018). Attribution is a psychology term that describes how person perceives the endogenous or exogenous causes of their everyday experiences. The phrase "attribution theory" refers to variables in explaining this process. In the mid - twentieth century, psychologist Fritz Heider developed identification studies, which were later built upon by Harold Kelley and Bernard Weiner. To characterise how individuals understand their circumstances, Heider created the phrase "perceived locus of causality." An emotion, for example, may indeed be viewed as being caused by factors from outside user's authority, as well as as the outcome of something like the user's activities. (Groves and Anderson, 2018).
As Recognised by Martinko (2018), the fundamental assignment error is people's inclination to be over personality based or disposal interpretations environmental explanation while under-emphasizing observable behaviours. Individuals experience selection conflict when they assume that a person's activities are dictated by their kind of human rather than the environmental and social elements that influence them.  In this case, according to Dweck (2018), the Staff member grew frustrated over being repeatedly sworn at and raised her voice without being aware of the conditions of her surroundings, that is, without being aware of what the service user is facing currently.
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According to Breur and Elson (2017), the frustration-aggression–displacement concept was presented in 1939 by John Dollard, Neal Miller, Leonard Doob, Orval Mowrer, and Robert Sears, and further explored by Neal Miller in 1941 as well as Leonard Berkowitz in 1969. Aggressive behaviour is the result of a being's endeavours to attain a goal being thwarted or discouraged, according to the same viewpoint. The theory tries to explain why people would seek out scapegoats. It attempts to explain the origins of violence. Dollard as well as colleagues define disappointment as "a condition that emerges when a goal-response is hindered," whereas aggression is defined as "an act its goal-response is damaging to something like an organism. (Or a life form surrogate)." Dissatisfaction leads to violence, according with theory, since if the source of the disappointment isn't tackled, the animosity is focused towards an innocuous target. (Jeronimus, and Laceulle, 2017) 
The frustration-aggression model is a psychological theory that claims that objective dissatisfaction causes aggressive conduct.  According to the views of Battigalli, Dufwenberg and Smith (2019The theory was tested in investigations of scapegoating and prejudice, which found that when unhappiness grows—for example, during a recession—frustrated populations may attack on a social subject that is acceptable to them, which is often a minority group. Later research, but in the other hand, found that the relationship underlying economic conditions and victimization is far more difficult than previously thought by anxiousness researchers. In this case, the service user grew aggressive as he was forbidden from playing football because he was diagnosed with Emery-Dreifuss Muscular Dystrophy (Breuer and Elson, 2017). For the past two weeks, he has already been struggling with depression and sadness after attempting suicide, this further explains his frustration due to the incident that happened to him. As a result, the service user made the staff member his scapegoat by bringing out his frustration on her. In the case of the staff member, she is an extremely polite and generally punctual human, this encounter with the service user and being sworn at repeatedly, made her frustrated and raise her voice. 
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The report is about a complaint raised against a service user, who has been abusive towards a staff member. The service user suffered from muscle Dystrophy which forced him to give up his place at the Aston Villa football academy. This made him highly frustrated and anguished and he even attempted suicide. As per the social identity theory, he is suffering from an identity crisis, since he cannot find his place in football anymore. The frustration aggression hypothesis describes that the service user is frustrated and makes the staff member his scapegoat to release the frustration. 
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This is a kind of case that should not be upheld, it is seen that the service user is frustrated enough to attempt suicide at a very early age. He was deeply involved with the football academy, people should be empathetic to the service user. It is even noted that he cannot sit for a long time since it can cause cramping pain in his legs, so he moves around, which makes him breathless. Hence, the complaint should be dismissed
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