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The present report highlights social behaviour and what are the determinants of a counselling centre staff member behaviour facing with young adult user. 
The staff member is a 58-years-old woman that received the post of a part-time receptionist and must ensure that service users are complying with the Covid-19 regulations relating to social distancing, mask wearing or hand hygiene. She is facing with a service user which does not complying with the Covid-19 regulations and has a verbally abusive behaviour. 
The service user is a 15-years-old boy that has received a diagnosis of Emery-Dreifuss Muscular Dystrophy, which is a disorder that may lead to progressive muscle weakness (NHS, 2021) and has found that is comfortable for him move around as he has cramping pain in his legs if sitting down. 
Based on some key theories such as social identity theory, attribution theory and fundamental attribution error (FAE), and frustration aggression hypothesis (FAH) the situation created between them two can be cleared, as the complaint must be solved. 
Also, the service user suffers with anxiety and depression and require counselling as he attempted suicide. According to Office National Statistics (2021), in 2018 in the age 15 to 19 age group, 5.9 out of 100 000 people died by suicide. In this case, counselling may help as is a talking therapy and helps to make sense of what is going on in the life of users and find ways to cooperate with things that appear to be difficult (Young Minds, 2021).
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Social identity theory it was defined in the work of Henry Tajfel based on social categorisation, intergroup relations, social comparison, prejudice, and stereotyping (Tajfel, 1969; Tajfel and Turner, 1979).  According to Hogg (2013), social identity theories propose two different types of self: a) social identity – where self is defined in terms of ingroup membership and b) personal identity – where the term of self is defined as personal identification and personal traits. 
Social identity is associated with ingroups behaviour such as group solidarity, for example, according to Hogg (2013), social identity is an important aspect of self-concept. In Hogg (2014) work, is resumed a study in which 46% of Americans stated that they feel being American and as social identity is the most important thing in their life. Social identity in this case influence personal identity which is associated with positive personal behaviour. 
The theory says that the social identity in ingroup relationships is based on categorisation. According with the theory stated above, each of the people implicated in the conflict mentioned in the case study is part of a group. First, is the difference of age and gender between them two, as the staff member is a 58-year-old woman, and the service user is a 15-year-old boy. 
Based on Covid-19 regulations the staff member must maintain the guidance relating to social distancing, mask wearing or hand hygiene. She is part of the staff members of the counselling centre and tends to categorize herself within her position as a good worker and has the desire for a positive social identity. 
On the other side, the service user, is a young boy with lots of problems that overwhelmed him. He does not comply with the Covid-19 regulations because of his diagnosis. 
Social identity, for both the staff member and service user, is an important aspect of self-concept. Both have the desire to comply with what is most important for them, which can influence their personal behaviour in a positive way. The battle between them two, each of them as part of a different group lead to the dismiss to each other point of view and the satisfaction of a positive behaviour outcome is low. 





3. [bookmark: _Toc89207929]Attribution theory

According to Hogg and Vaughan (2014), people often look for searching, building, and assessing statements of their experiences. People try to understand the world to make it meaningful and feel comfortable when gain such an understanding. Specifically, people need is to understand other people. Get ahead in life most people try to build a suitable explanation of why others behave in different ways. Thus, psychologist state that this is useful, because allow people to predict someone behaviour and possible to change the way how some will behave.
One of the theorists that make the body of attribution theory, according to Hogg and Vaughan (2014) is Heider’s theory of naïve psychology (1958). 
Fritz Heider (1958) believes that people are instinctual psychologists that build their own theories of human behaviour. Also, his theory is based on three principles: 
1. People look for the causes and what is the reason for other’s behaviour to discover their motives.
2. Because people build theories to predict and control the environment, they tend to discover personality traits and abilities in people. 
3. People make the distinguishing between internal factors (personality, ability) and external factors (situation, social pressure). 
Heider’s theory illustration on both cases, the staff member and service user, is shown below:
Staff member behaviour towards service user: 
a) As an internal cause that can be allocated to the staff member is that she is trying to accomplish with the job tasks. Moreover, the staff member disposition is that she does not have a good communication skill as sworn at patience is not a good practice, and her self-control in difficult situations is not controlled. 
b) As an external cause of why she was behaving in that way could be that is a pressure from practice manager to ensure the service users complying with the Covid-19 guidance. Also, as an external situation factor the staff member put the effort of keeping the job and rich a goal the job requires, and a lack of motivation related to the job task performance can be considered an external attribution. 
Service user behaviour towards staff member:
a) As an internal cause that can be assigned to the service user is his medical condition. His internal disposition can be associated with the cramping pain in his legs and all the problems he is confronting with in the last period overwhelmed him. 
b) As an external cause of his behaviour might be the staff member insistency of keep telling to sit. Also, as an external situation factor the service user face with is that in the waiting room other people listen their conversation and might consider his personal problems are more important than what the staff member advised him.
Another theory stated by Heider (1958) is the fundamental attribution error (FAE). The fundamental attribution theory suggests that people when engage with others it is that the behaviour is dominant and not the situation background.  For example, in the situation mentioned in the case report, the staff member interacts with the service user, but the service user behaviour is what become dominant and not the situation behind his behaviour.  Thus, the staff member underestimates the effect of the situation because her focus is on the person she argues with. Moreover, Langdridge and Butt (2004) state that certain perceptual experiences are linked with the automatic outcome.  The staff member could meet in the past same situation with another service user or being put in the same situation somewhere else. 
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The aggression is a physical or psychological action that is carried out with a specific intention of causing pain. Some biological explanations refer that the aggression is a natural drive which is goal achievement (Brown, 2006). 
Brown (2006) state that the frustration led to aggression. Aggression is a result from external stimuli and the interpretation of individual that arise. 
Based on interactionalist theory of coercive action (Brown, 2006), aggression Is the result of trying to achieve social power for control of others which may involve pain or injury. 
Therefore, the staff member has an objective to accomplish with and the frustration which lead to aggression against to the service user arise because is trying to rich a goal. According to Brown (2006), aggression may result from the fact that the staff member who was the victim feels that it is the norm to reciprocate the aggression received in similar way. 
Moreover, the service user aggression might be the result of struggling to deal wit his medical condition, the frustration that is in the environment (staff member frustration that him does not listen her), or interpreting the situation as require an aggressive response. Thus, his is just trying to rich his own goal, such as moving around not having pain in his legs. 
According to Freud’s psychodynamic theory (1920), aggression is an instinct that people might not be aware with and arise from childhood experiences that are crucial in shaping adult personality. 
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In conclusion the result of the recent report is that both staff member and service user because of their social groups, tend each other to categorise. Their own personal identity depends on how they are seen inside their groups, and as much the desire is too rich a goal as high is their satisfaction of self. 
In terms of attribution theory and fundamental attribution error, both are looking to the external factors, but construct their own understanding about each other behaviour in the wrong way, pointing the person and not at what can be behind. 
Aggression resulted when they argued Is the result of their frustrations, as they do not have specifically a personal problem to each other, but to the situation created. 
Moreover, as a result the staff member should be upheld. The counselling centre manager must help staff member in order to build a good behaviour and a proper communication skill with their service users. The staff member can follow some counselling classes as all the frustrations accumulated over the years, either is about the recent job or other experiences might be solved. 















6. [bookmark: _Toc89207932]Reference


1. Brown, C. (2006), Social Psychology, London:S AGE Publication LTD, pp. 95-103. Available from: https://web-p-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/ebookviewer/ebook/bmxlYmtfXzI1MTIwM19fQU41?sid=8b4879ae-f0f1-4a31-ad44-08b38cfa52ea@redis&vid=0&format=EB&rid=1  Accessed 30.11.2021. 
2. Heider, F. (1958), The psychology of interpersonal relations. New York: Wiley. 
3. Hogg, M. A. and Vaughan, G. M. (2014), Social psychology, Pearson Education Limited, pp. 82-422. Available from: https://r4.vlereader.com/Reader?ean=9780273764601 Accessed 30.11.2021. 
4. Langdridge, D. and Butt, T. (2004), The fundamental attribution error: A phenomenological critique, The British Journal of Social Psychology, Vol. 43, p. 357. Available from: file:///C:/Users/alexa/Desktop/out.pdf  Accessed 30.11.2021. 
5. NHS (2021), Types Muscular dystrophy, Available from: https://www.nhs.uk/conditions/muscular-dystrophy/types/  Accessed 30.11.2021.  
6. Tajfel, H. (1969), Social and cultural factors in perception. In Lindzey, G. and Aronson, E. (Eds.), Handbook of social psychology, Vol. 3, pp. 315-394. 
7. Tajfel, H. and Turner, J. C. (1979), An interactive theory of intergroup conflict. In Austin, W. G. and Worchel, S. (Eds.), The social psychology of intergroup relations, pp. 33-47. 
8. Young Minds (2021), Counselling, and therapy, Available from: https://www.youngminds.org.uk/parent/a-z-guide/counselling-and-therapy/  Accessed 30.11.2021. 
2

