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INTRODUCTION
This report analyses the case of the local counselling centre that has received a complaint from a user related with the misbehaviour of their part-time receptionist. Hence, the report aims to examine the facts and after an accurate analysis to give thoughtful recommendation on whether the complaint should be upheld or dismissed. 
In order to be able to provide recommendations, it is first necessary to examine the case from several perspectives taking into consideration three physiological theories – Social Identity Theory (SIT), Attribution theory, and Frustration Aggression Hypothesis (FAE) – that can explain the behaviour of both participants – the 58 years old receptionist and the 15 years old young boy to the regrettable event. In addition, it is crucial to take into consideration the psychological condition of the young boy that had a strong impact on his behaviour, emphasising the importance that counselling has for individuals who suffer of anxiety and depression. 
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SOCIAL  IDENTITY THEORY
The Social Identity Theory (SIT) developed by the social psychologists Henri Tajfel and John Turner between 1970 and 1980 (Turner and Oakes, 1986) can be applied and use as a lens to better understand the behaviour of the two individuals involved in the complaint. The theory states that a person behaviour is influence by the social identity, otherwise said by the groups that person belongs to that can include family and friends and extend to clubs or association and work environment group (Beckerand Barreto, 2019). Therefore, according to SIT a person overall behaviour is given by a mixture of interpersonal and intergroup behaviour; in other words, individuals’ social behaviour it is never only internal but it is delineated and changes based on the group a person belongs to.  
Moreover, social identity conducts to people categorise themselves based on the group their belonging creating an “us” versus “them” relationship with other group. This leads to group comparisons that are born out of the purpose to maintain a positive social identity; otherwise said, people tend to show favourable bias towards their in-group to maintain positive social identity, while demonstrating a prejudicial behaviour towards out-groups (Ramasubramanian and Murphy, 2014). Actually, the stereotyping is a normal cognitive process that tends to emphasises the differences between two groups, while highlighting the in-group similarities (Tajfel and Turner, 1979). As a consequence, SIT states that intergroup comparisons are connected with a person’s social identification, and thus the importance of the group is directly linked with the number of bias the members bring in its favour; hence, for lower-status group the comparisons with other groups might have a negative impact on the members’ self-esteem (Liebkind, 2004).
Therefore, from a SIT perspective, the young user attending the local counselling centre identified themself as part of the group. The negative interaction with the receptionist linked with an unstable psychological condition caused in the young boy of feeling of exclusion incremented by the receptionist’s words emphasising that he will be rejected if he does not comply. 
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Another tool that can facilitate the decision of whether upheld or dismiss the complaint is by applying the attribution theory to the given case. The attribution theory started from Heider’s (1958) statement that human behaviour is influenced by the external and internal attributions of the causes of an event; concept that he referred to as “locus of causality”. Kelley (1972) further advanced the theory by developing a Covariation Model to understand and explain why individuals behave in a certain manner. He came to the conclusion that people make attribution based three principles – Consensus, Consistency, and Distinctiveness (Gilovich et al, 2005). Hence, Kelley considered it can be established if a cause is internal or external to the individual by analysing the consensus or if it acts the same in an analogous situation; the consistency or if it acts the same for a certain period of time; and the distinctiveness or to what extent the action is usual or unusual for the individual (Kelley, 1972). Based on these assumptions, the causes of the behaviour are considered to be external if the distinctiveness and consensus are low while consistency is high (Gilovich et al, 2005). Conversely, the causes are internal if the consistency is low, while distinctiveness and consensus are high (Gilovich et al, 2005).
Conclusively, by analysing the factors related with both the receptionist and the young boy throughout the attribution theory the following observations can be made. The 58-year-old woman is known to be generally punctual and polite, therefore the consensus and distinctiveness are low and the consistency is high. This highlights that she acted influenced by external causes, specifically because she was being verbally abused by the service user. Similar, the 15-year-old boy is known to be emotionally instable because of the anxiety and depression he was dealing for more weeks. Hence, his consensus and distinctiveness are high, and the consistency low, so he acted aggressively due to internal causes.
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At last, the young boy’s behaviour can be explained by applying the frustration aggression theory that was developed by the exigency to explain human aggressive behaviour (Berkowitz, 1989). At the end of the 30s a group of psychologist from Yale University – John Dollard, Leonard Doob, Neal Miller, O.H. Mowrer, and Robert Sears – proposed the frustration-aggression hypothesis emphasising that aggression is a consequence of frustration (Berkowitz, 1978). The theory was modified in the following years by Miller and Sears who deducted that frustration generates a necessity to respond, yet the answer is not always aggression (Miller, 1941). The theory was applied to analyse the intergroup relations that lead to stereotyping, bias, and hostility. This lead to the development of a further hypothesis – the theory of scapegoating that tried to explain the inclination to blame someone else for one's own problems (Baumeister. and Vohs, 2007).
Therefore, the frustration-aggression theory is useful to analyse service user’s behaviour. The young boy was recently diagnosed with the Emery-Dreifuss Muscular Dystrophy, a rare condition that affects skeletal and cardiac muscles for which there is now cure. As a consequence, he had to stop playing football at the Aston Villa football training academy. Moreover, not only the boy had to renounce pursuing a professional footballer career, but because of the disease he risks to become blocked in a wheelchair as it affects muscles or to have heart problems that might be fatal (Durmus et al, 2015). All this factors contributed to a psychological state of anxiety and depression fuelled by the frustration to not being able to do something to overcome the problem. Hence, this caused  in the young boy frustration that gradually grew until he released his anger on the receptionists becoming verbally aggressive.
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In order to make the correct decision it is necessary to take into consideration the following factors. First, the service user’s condition because the young boy has recently been through an experience that affected his mental health causing depression and anxiety. Therefore, he was relying on the counselling centre for aid to overcome his mental issues. This leads to the second important factor that must be taken into consideration – the importance of counselling. Counselling is an important practice that addresses emotional and physical health concerns with the purpose to improve individuals’ well-being, reduce stress and anxiety and other sever psychological symptoms (APA, 2021). Therefore, counselling plays a crucial role in treating depression which is a common and serious mood disorder that in the most severe cases can lead to suicide (NIH, 2021). Third, the rates of suicide of the 15-19 age group must be considered as according to Office of National Statistics (ONS, 2021), in 2020 4.3 out of 100,000 people aged 15 to 19 died by suicide. However, it is important to emphasise that counselling plays a crucial role in reducing suicide among young people. Actually, the rate in 2020 was lower than the previous year when 5.7 individuals aged 15 to 19 died from suicide (ONS, 2021).
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CONCLUSIONS AND RECCOMENDATIONS
In conclusion, by analysing three psychological theories the following main points emerged. Based on SIT, the young user identified him as part of the local counselling group and the negative interaction with the receptionist triggered his unstable psychological condition causing a feeling of exclusion. In addition, according to the attribution theory, the boy’s reaction was caused by internal factors related with depression and anxiety. However, the receptionist reacted in this manner because of external factor – verbal abuse – as she is normally punctual and polite. Moreover, the frustration-aggression theory emphasised how the psychological state of anxiety and depression incremented boy’s frustration leading him to release his anger on the receptionist. 
Based on the above considerations it is recommended to dismiss the practice as the receptionist reaction was the result of negative behaviour towards her and not her daily conduct at work. However, it is strongly recommended to train the entire staff on how to deal with the service users as they are individuals with special needs that require fully support even in challenging situations.
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