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Introduction
This report will investigate the relevant theories concerning the complaint toward the reception staff member. It will introduce the social identity theory, the attribution theory, fundamental aggressive attribution, and fundamental attribution errors.
Having a counselling service to offer to this young boy is important for his mental health. There are many positive benefits counselling can have on a teenager some examples are:
· A professional therapist that understands how the mind works and can offer guidance to the boy
· It gives somebody that the teenager can trust
· An opportunity to talk about any concerns they may have 
· It provides a safe place for the teenager to discuss any private matters if they wish

It is extremely important for service users to feel as comfortable as possible to access counselling services. Studies surveyed 329 children aged 13-16 which shown that the children who were offered counselling experienced significantly improved self-esteem, as well as large increases in their achievement of personal goals (Counselling Directory, 2021). Depression is a common mental disorder that affects nearly 80,000 children and young people (NHS, 2021), counselling can give this young boy an opportunity to share his feelings and concerns, hopefully helping to avoid another suicide attempt.
The service user recently being diagnosed with Emery-Dreifuss muscular dystrophy will be experiencing physical pain and discomfort, research has shown that pain increases aggression and so can non-social aversive conditions such as hot rooms (Anderson and Bushman, 2002)
Having researched into the theories further and considering all the factors and behaviour this report gives a conclusion on the ideal action to take regarding this matter.













Social Identity Theory

Tajfel and Turner (1979) proposed that there are three mental process stages to the ‘social identity theory’ which take place in this order:
· Social Categorisation – we categorize people the same way we would categorize objects, we do this because this is useful. If we can assign people to categories then we can work out what kind of character a person is, as well as finding things about ourselves according to what category/group we are in
· Social Identification – In this stage, we have categorised ourselves into a group and we are adopting the identity of our group i.e., students will act like students, footballers will act like footballers. There will be an emotional significance to your identification with a group and group membership will help a person’s self esteem
· Social Comparison – In the last stage, if we want to maintain our self-esteem, we will compete our groups with other groups and come out the better team. This is where prejudice can be explained as this is two groups who have seen themselves as rivals, comparing and hoping to maintain their self-esteem (S.A Mcleod,2008).

The service user may have categorised himself to his football team. As explained in the Social Identity stage there is an emotional significance between a person and their group. This boy could be feeling segregated from his group since being diagnosed with Emery-Dreifuss Muscular Dystrophy (EDMD), forcing him to give up his place at Aston Villa football academy. This could be affecting his self-esteem as he can no longer fulfil this within his group. 
EDMD is a rare genetic order that effects the muscles in the arms, legs, spine, neck, and face. This disorder causes muscle weakness, degeneration, and heart abnormalities and in the long term this can affect his mobility in moving his joints (Emery Dreifuss Muscular Dystrophy - NORD (National Organization for Rare Disorders), (2021).












Attribution Theory

A Psychologist named Fritz eider csame uH
Heider was the man behind the ‘Attribution theory’ he proposed that people are naïve scientists who try to work out the causes of outcomes for themselves and other people (Attributions, 2021). Attributions are a person’s attempt at understanding their experiences, behaviours, and behaviours of others. The Attribution theory suggests that people try to determine and understand the reason people do what they do, and often people can jump to conclusions and falsely attribute these behaviours internally although the reasons for a person’s behaviour may be external. Internal attributions would be personal factors such as Motives, intentions, and personality whereas External attributions are the environment, other people, or a physical feature (R. Gross, 2015). 
When a situation occurs and a person attribute another’s actions on internal factors such as their character or personality rather than considering the external factors that are beyond their control this is called a Fundamental Attribution Error (FAE).
The service user may not have considered the internal factors that may have contributed to the staff members reaction, the staff member:
· Is new at the job role
· Is needed to enforce covid restrictions
· Could also have health issues 
· Is in the age range for menopause, could this be affecting her?
· Is she enjoying her job role?
The staff member may also have falsely thought that this boy was directly angry at her but, he may have had internal factors troubling him causing him to react angrily. There may have been several internal factors contributing to the boy’s feelings such as:
· He may have been nervous to talk about how he feels to the counsellor
· He could be suffering from pain due to his illness
· His mental health could have worsened due to the inability to engage in exercise e.g., football 

The service user and the staff member are of different genders and are different age ranges. This may contribute to the fact that they have different ways of viewing situations and different ways of reacting to situations. They may have put each other into a certain category that may not necessarily match the persons true personality.







Frustration Aggressive Hypothesis
Frustration Aggressive Hypothesis suggests that anger outbursts are a result of frustration, that anger is only present when frustration has been experienced.
There could be several reasons that the boy would feel frustrated in his current situation for example
· He could feel pain in his legs when he is seated
· He often becomes breathless, COVID restrictions are in place so he must wear a mask
· He will feel nervous attending counselling for his 1st time after a suicide attempt
· He has been forced to quit his football team due to be diagnosed with Emerey Dreifuss muscular
· He suffers with anxiety and depression

The staff members job role is to enforce the COVID restriction rules, with these other frustrations the boy may have the staff member telling him to sit down, wear a mask etc which could cause further frustration maybe leading toto displaced aggression towards the staff member from the boy. Displaced aggression is the assumption that the person would not have acted aggressively towards the party if they had not been previously provoked (N. Miller,2003). For example, if the boy was frustrated anyway, maybe because his health and his mental health are not as well as they used to be, he may have taken that frustration out on the service user, although this reaction may have been exaggerated due to his current feelings.
As the service user is under a lot of stress and currently suffering anxiety and depression, they may have reacted in a way that they usually wouldn’t be, due to the other frustrations in his life. 














Conclusion
This staff member should act in a professional manner, understanding that she works in a counselling centre and therefore may be dealing with people that will be going through tough times. The boy has been convinced to take up this counselling session following a suicide attempt, it is highly unprofessional to threaten to take these services away from somebody.
It would be recommended that a person that was to take up a job role within a counselling centre would be more understanding of the reasons that people could become frustrated and therefore aggressive.
This report recommends that the complaint should be upheld. This staff member has acted unprofessionally towards this young boy who needed the help of the services. It is recommended that the staff member receives a written warning and attend a training course on improving people skills.
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