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The recent report has the aim to support the practice manager of the local counselling, as he faced recently with a complaint relating to the behaviour of a reception staff member when dealt with a young service user. 
The service user has recently received a diagnosis of Emery Dreifuss Muscular Dystrophy. The diagnosis the service user has, causes weakness of muscles (Bonne et al., 2019). Apart of the diagnosis received, he has been suffering with anxiety and depression, but also receive counselling because attempted a suicide. 
The importance of counselling is that can lead to a greater self esteem and decrease anxiety and depression. Because the service user must quite to the football training academy and been found with the diagnosis of Muscular Dystrophy, a professional therapist can help him to cooperate easily with the issues that arise and enable him to achieve emotional balance and wellbeing (By One Therapy, 2018). 
According to WHO (2021), more than 700 000 people die due to suicide every year and the suicide is the fourth leading cause of death among 15-19 years-olds. Also, suicide among to 15-19 years-olds, in the United Kingdom, according with Statista Research Department (2021), the rate is 6.9 per 100 000 population.  
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Social identity theory is associated to an individual who strives to maintain a positive self-image. According to Gross (2015), there are two components: personal identity where a person can be unique by its personal characteristics and attributes, and social identity which is defined by who a person is and what group belongs to. In fact, each person has few of social identities associated with different groups they identify with, also known as ingroups. Therefore, the self-image of every person depends on how positive the image of the ingroup is. 
People with same attributes are categorised as the ingroups and those who have different attributes as the outgroups. According to Tajfel et al. (1986), the existing of groups lead to an intergroup competition, where individuals will esteem ingroups members and depreciate the outgroup members. 
Moreover, people tend to categorize others based on a diversity of stigmas which help on the identification of negative outgroup aspects. Thus, social categorisation can be worsened by potential attitudes which can support a bad behaviour towards the outgroup members. 
In the situation presented, as the practice manager of the local counselling has received a complaint relating to the negative behaviour that the new staff member had towards a young service user, the social identity theory can be identified. 
The staff member is a 58-year-old woman who recently occupied the post of part time receptionist, and the service user is a 15-year-old boy with a diagnosis of Emery-Dreyfuss Muscular Dystrophy, which has found suffering of anxiety and depression and has been persuaded to seek counselling after a suicide attempt and been forced to give up his place at the football training academy he followed. 
In this case the staff member must ensure that the users complying with the Covid-19 government guidance related to social distancing, mask wearing and hand hygiene when in the waiting room of the counselling centre. 
The Covid-19 pandemic has the potential to alter the society as the potential for large number of populations to get infected remains a significant concern. Not all Covid-19 cases are severe as most people have mild symptoms or are asymptomatic, but still can spread the virus to others. 
In the recent situation, illness is a common ‘stigmatized trait’ (Roberto et al., 2020) that the individuals looking to avoid carriers of virus to protect their own health. The best example in here is that the ingroup people (who do not have the virus and respect Covid-19 government guidance) – staff member label and target outgroup people (who do not follow the Covid-19 government guidance and probably have the virus) – young service user. 
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According to Brown (2006), attribution is the process that refers to the understanding and thinking about other people within social situations, as people tend to try and explain why others behave in some way. Factors as personal characteristics and social situation lay on when decisions about the causes of behaviour are made. 
Brown (2016) identified and detailed some theories of some key thinkers:
1. Rotter’s theory of internal and external attribution: this theory is based on measuring locus of control and is believed that attributions can be either internal, when a person thinks that have totally control of behaviour and external, when some things that occur are the result of the environment. 
2. Heider’s theory of naïve psychology: within this theory people are considered naïve psychologists because they build theories about themselves and world. 
3. Jones and David correspondent inference theory: the theory says that people try to find a match between the behaviour they can see and the personality traits of the person showing it. 
Also, according with Brown (2006) a series of errors can occur when a decision is made about one’s own or other’s behaviour. 
Fundamental attribution error refers to the fact that people tend to blame behaviour on the individual and characteristics and believe that individuals are responsible for their own actions. Therefore, fundamental attribution error states that people are likely to attribute behaviour internally where attention is focus more on the individual and not on the other factors involved in the situation. 
Based on the theories explained above in the case happened in the counselling centre the staff member blamed the young user behaviour, focused more on the individual and not on the factors that are involved in the situation. The young user could not sit in the waiting room as he has a medical condition which cause cramping pain is his legs. 
Therefore, looking at the social identity theory the staff member is part of a group that has no empathy to others, which can be considered an internal attribution specific to the staff member. 
Also, looking at the research of Johnston et al. (2017) where is studied mother’s attitudes and attributions in relation with parenting behaviour, can be considered that the staff member act as a parent towards the young user. Based on the age difference between them two, the staff member expects from young user to accomplish with the rules and do not have problematic behaviour, but do not act in a manner that promote a good working outcome. 
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The staff member is verbally aggressive repeatedly towards the young user as he does not accomplish with the Covid-19 regulations. According to Berkowitz (1989), frustration can lead to aggressive disposition even when is unpredictable and not towards to the subject personally. 
Dollard et al. (1939) are the ones that first introduce the Frustration aggression hypothesis where they explore aggression in human. They recognise that frustration involves the attainment of a satisfaction than a simple deprivation. The barrier that keeps the staff member to reach the goal of following Covid-19 regulations, she expected to obtain from counselling centre users, lead to verbal aggression.
Frustration is a term used in psychological concepts in everyday speech which has different meanings. Psychologist used the term of frustration in different ways, most of the time referring to the external instigating conditions and to the organism reaction to an event. Dollar et al. (1939) often talked about frustration as an external instigating, as the goal proposed had to happen in proper time. In terms of goal-directed behaviour and expectations, Berkowitz (1989) says that the frustration does not arise unless the individual is striving to reach the objective. Also, the analysis proposed by Dollard et al. (1939), says that the more willingness to achieve satisfaction on obtaining an objective, the more aggressively incline individuals will become when kept from achieve their goal. 
Aggression is also defined by Dollar et al. (1939), which states that aggression is a pattern of behaviour, which is the response of the goal to which is the insult of the person toward whim it is turn on. Punishment anticipation can lead to the indirect ways of aggression rather that a direct abuse on the target. 
In the counselling centre, the staff member major frustration, according with the above theories, is not to an available target, but the staff member anticipate that such behaviour may bring punishment. The punishment the staff member can apply as how was stated in the complain report was that the young user would not be allowed in again if does not follow the Covid-19 regulations. 
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In conclusion the Covid-19 pandemic led to alter the society. The staff member must ensure that service users are complying with Covid-19 regulations, such as keeping social distancing, wearing masks and hand hygiene when in the waiting room of counselling centre. 
Here, the social identity theory is clearly visible because of the staff member behaviour, and the hypothesis of targeted the young user as one of those who are irresponsible by not respecting the counselling inside rules and probably have the virus. 
Based on the attribution theory the staff member thought is that she believes she has the own control and target the person and not what can be the other factors involved behind the young user behaviour. 
When study the frustration aggression hypothesis, can be concluded that the way the staff member behave like that is because of the willingness to achieve the job objective and not directed to the users personally. 
Looking at the theories presented above, the staff member should be trained properly as she must know that some users can have sever illness. The way she talks with the patience is important as she is the first person they met when entering in the centre. In conclusion the staff member should be upheld. 
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