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We will look at the various causes of aggression for both persons in this report and how the situation was handled. 
Frustration aggression, social identity theory, and attribution theory will all be discussed by using psychological theorists. I've created an observation chart to split down the internal and external reasons, as well as the possible causes of the situation.
I have used facts on suicide rates in the UK from the Samaritans website in this report to see what the statics are. I will also look at if counselling is required for both individuals.
Finally, after a thorough examination of the case, I will determine whether the receptionist will be upheld or dismissed.





















[bookmark: _Toc89760236]Social identity theory

Given the big age gap between the two persons in the case study, they may not share the same common characteristics. Let's look at the employee, she's a 58-year-old woman who is relatively new to the company. She was trying to follow the correct procedure, she wants to make sure the service user was following the government guidelines for social distance, mask uses, and hand cleanliness while waiting rooms enclosed settings. She has never been aggressive and always comes across as courteous. The service user continually swore at her causing her to lose her temper and shout back. This could be caused by an age issue as she may feel this teenager has no respect for elders. She may feel disrespected and embarrassed about how this young teenager is treating her. However, the receptionist does not know about the service user’s condition and may not know why he may be acting this way. 
let's look at the service user who is a 15-year-old teenager who has recently been diagnosed with a rare disease called Emery -Dreifuss Muscular Dystrophy.  According to the NHS website (EDMD) is a rare inherited degenerative disease that affects the heart and skeletal muscle. The service user has mentioned sitting down for too long can cause cramping in his legs, he prefers to stand up and move around but this often makes him out of breath. EDMD has caused him to give up football training which may lead him to have depression and anxiety. This service user has attempted suicide and has come to seek counselling where he clashed with the receptionist. He may be very agitated and angry and took out his anger on her. 
EDMD is not a visible illness, and it would have been very hard for the receptionist to notice he was in physical pain, she may have reacted differently if she had known. It may have been a lack of communication that may have caused them to clash. 
As a result of the positive or negative value connotations associated with participation in social groups or categories. Social identity can be positive or negative depending on the assessment that tends to be socially orientated (Hatch J M & Schultz 2004) 
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Let's look at the attribution for both individuals and see how it might have influenced their actions. 
Their receptionist is new to the organization and hasn't been there for long, she has been very cautious and was following the government’s guidelines. She believes that she is doing the right thing, while not understanding how the other person is feeling. 
He may not come across as physically disabled but he is suffering through a lot of pain not just physically but emotionally for his age, one of the big impacts was the age difference between the two users. The reception may have felt disrespected by this young teenager prompting her to raise her voice. She wasn't sworn not only once but several times, which may have had I significant impact on her getting angry. the receptionist may also be having a very poor day as a result of long queues or other upset service consumers, which prompted her to act this manner. 
The service user is only 15 years old and is afflicted with a chronic condition. he was forced to quit football which left him feeling anxious and depressed, he has sought counseling after an attempted suicide which may have led to his verbal abuse of the receptionist. He probably was in pain and didn’t want to stand for too as it caused him to feel breathless. The service user may have difficulty explaining his problem to the receptionist because he is young and going through a lot for his age which is why he has lost patience. Another attribution could be taking medication that may have caused him to react this way. 
Human Aggressiveness is defined as any behaviour directed against another person with the immediate goal of causing harm the perpetrator must also think that the behaviour will injure the target and the victim must be motivated to avoid the behaviour. (Bushman & Anderson 2001)
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The receptionist is new and is 58 years old, she is normally punctual and nice, but she lost her temper and raised her voice at a 15-year-old service user who was verbally abusive to her. FAH may have caused to react this way because she was difficult day or felt insulted by someone much younger than her. Instead of shouting back, she could have spoken calmly to the adolescent especially if he the service user came to visit a counsellor to seek help. 
Aggression is influenced by arousal in three ways. For starters, arousal from an unrelated source can energize or strengthen a dominant action tendency, such as aggressive tendencies. Increased aggressiveness can occur if a person is provoked or otherwise incited to act aggressively while their arousal level rises. (Green & O’Neal 1969) 
The service user who is only 15 years old has been suffering from EDMD that may have caused him to lose his temper he cannot sit for long periods of time due to pain in his leg as standing up for upper too long makes him breathless which is why he wasn’t able to wear a mask. If the service user explained the situation to the receptionist clearly the outcome probably would be different. Instead, he became more frustrated and took out his anger on her. Part of feeling melancholy and anxious is that it can cause someone’s motions to shift and make them angry, this can give them suicidal thoughts, (Holland, K 2018)
The frustration-aggression hypothesis always causes aggression which always results in frustration. Aggression is therefore triggered by frustrating situations and events. Therefore, people are driven to aggression in order to reduce frustration and thus to maintain a balanced internal state. (Hogg, M 2013)
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This diagram depicts the internal and external factors that may have influenced the people’s actions. It will demonstrate the attribution that has caused both persons to become enraged.
Aggression is caused by frustration, which was defined as blocking goal-directed behaviour (Dollard et al., 1939)

Observed Behaviour
Service user is aggressive towards a member of staff. 
Internal Cause of behaviour
· Personality Clash 
· Attributes
· Age difference
 External cause of behaviour
· Unhappy clients
· Busy internal calls
· Long queues

External Attribution
· The service user is breathless due to standing
· In pain due to condition 

· 









 Disposition established
· Long queues 
· Workplace not organized 
· Last minute changes

Situation response
· Other angry service users 
· Situation Factor or response





Internal Attribution
· User is angry due to pain
· Breathless due to standing
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According to samaritans.org, more than 6000 people commit suicide in the United Kingdom and Republic of Ireland each year, which is three times the number of persons killed in traffic accidents. According to statistics, men are three times more likely than women to commit suicide. Men in their forties and fifties have the greatest suicide rate. Suicide is also a prominent cause of death among young people, with persons from poorer communities and backgrounds far more likely than others to commit suicide. The evidence demonstrates that suicide is not a problem of gender or social inequality; it is a problem of gender and social inequality.
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The service user has been referred to counselling for having attempted suicide. There are several effective ways for a practitioner to discuss suicide with a client. It can be helpful to ask clients to rate the severity of their suicidal thoughts. A 0–10 scale might aid in the process of determining the immediacy of risk. (bacp 2018)
Counselling may not be necessary for the receptionist because she just responded in anger because she had no idea what the service user was going through. It's possible that retraining in how to act in stressful conditions is required.
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This conclusion was made after thorough consideration of both parties' situation. I've concluded that this case will be upheld.
The reason for my choice is that the receptionist has only been with the organization for a short time and may require more training to manage this type of circumstance. For her, this will be a lesson experience, and she will think twice before losing her temper.
Feedback on the outcome should be offered to the service user. He should be informed that the receptionist will receive additional training on how to handle instances like this and that his impropriate language will not be tolerated. 
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