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Executive Summary
In this study, it is discussed about human psychology and behaviour and how it plays an important role in one’s life in the context of the case study. It is mentioned here about a few theories to understand the subject better and to solve the issues of both the staff member and service user. The trustworthy definition for the term 'brain science' is the clinical inspection which is effective enough to manage the crisis of a person by considering the situation of people, uncommon contemplations, work and how the reflections can impact the conduct they show or the effect of a particular individual's personality on how they act. 
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Introduction 
This study is focused on the specific case study where it is mentioned about the complaint of verbal abusive action. In this context, the application of different theories such as Attribution theory, Frustration aggression hypothesis, social identity theory (SIT), and Heider’s theory of naïve psychology will impact the entire study with vital conceptions by creating a clear solution. The 15 years old service user is verbally abused by the 58 years old staff member and entire issues is related to this condition. In this phase, brain science is effective to maintain a psychological impact to cut the mistakable areas, of the characters of the case. The usage of these theories will be able to provide a clinician conception that could be aware through psychotherapy and enthusiastic treatment. 
[bookmark: _Toc94808148]Defining aggression 
Based on the scenario of the case study it is revealed that verbal abuse is also related to the definition of aggression. It can be said that aggression is a complex task, and the service user had the same behaviour as the staff member. The timeframe "hostility" indicates different practices that can bring both substantial and mental harm to a person. In this context, such a complex task is related to both with the injuring goal.  Aggressive conduction is intended to harm an individual who would rather not be hurt and thus, the lady is facing such issue of the verbal abusive act (Crutzen, Ygram Peters and Mondschein, 2019). Thus, it is needed to have a developing plan which is considered to avoid hurting somebody or feeling irate. The verbal, abusive act is intended to harm a few other people’s connections which the lady is suffering for (Freedland et al., 2020).
[bookmark: _Toc94808149]Concept of Organisational Behaviour 
OB or Organisational Behaviour is the analysis of humans with effective authoritative settings along with the point of interaction between human conduct and the partnership, and the undertaking itself (Kotera, Green and Sheffield, 2020). In this context, the entire scenario is related to the counselling centre and the incident also occurs between the service user and staff member. The lady was polite and punctual as well, but the incident of repeated sworn of the 15 years old service user provoked them to be loud with him. Such an incident is formed as a typical complex situation where it is termed a verbal abusive act. It is considered that the hierarchical lead is to rejuvenate the authoritative hypothesis and expand a superior conceptualization of authoritative existence. It districts the investigation of human conduct as a piece of environmental elements and its effect is vital on task structure, general execution, correspondence, and inspiration (Macfarlane and Carson, 2019). 
[bookmark: _Toc94808150]Social identity theory (SIT) 
The concept of SIT or Social identity theory is related to social distinguishing proof thought, in friendly brain research to see the interchanges between private and social characters. In this case study, it is revealed that the SIT plans are effective to indicate the occurrences of self-conception with values and emotional factors of individuals (Negri et al., 2021). It is revealed that the 15 years antique kid who is a baby in nature feels himself to be an unmistakable individual in view of. The problem has set off him to leave his training as well as he was awkward for which he normally likes to stand up in light of the fact. Thus, this model of supplier-buyer concept does not mind around Coronavirus, or he transforms into secure is by standing and presently not sitting down (Ntontis et al., 2020). On the contrary hand, the staff member that 58 years old lady is taking care of various victims every day and the environmental factors makes an individual once. In a while, cruel and the labour force might have in some other week off will never again act with somebody inside the way as to how she managed the supplier individually. To make a proper and clear thought about the situation, there are three scopes, such:
[bookmark: _Toc94808151]Social Categorisation 
Social Categorisation is a major piece of social character and an effective approach to clarifying the association practices to know the process of organising and concerning the counselling centre (Nyashanu, Pfende and Ekpenyong, 2020). As per socially recognizable proof guidelines, individuals from a chosen centre will routinely misrepresent the favours in their gathering, which is the ingroup, even as over-underscoring the negative elements of it. In this case investigation, it is revealed that the service user is arranged here as a patient and even the lady falls underneath the logical help bunch and as an outcome. Thus, this specific application of social categorisation can end up for what to notice and what is no longer to be executed during the COVID time (Pollock et al., 2020).
[bookmark: _Toc94808152]Social Identification 
The concept of social identification is an exemplary social mental idea that endeavours to clarify intergroup conﬂict as the quality of gathering fundamentally based self-deﬁnitions. Social character impacts on security and improvement of self-ideas and provide an opportunity to the self-idea could instinctively be related with the most impressive personality results (Wedderburn, McCann, and Gray, 2020). From the investigation, the staff member is going about her business position totally like that to caution the victims to agree with the Coronavirus standards.
[bookmark: _Toc94808153]Social Comparison
Social Comparison is a fundamental mental system that has an impact on individuals' decisions, studies, and lead (Waters et al., 2021). In this context, both the characters need to see how are behaving and be focused on their practices. They need to accomplish their attributes, fortunes, and shortcomings to those of others. A connection with others is a fact of fundamental, omnipresent, and strong human proclivity. It can be amazing for the social difference which has been very concentrated on this topic in friendly mental research (Wood et al., 2019). There can be an assessment between the staff member and the service user as this fall under the human brain science.
[bookmark: _Toc94808154]Attribution theory 
Attribution thought is engaged with how regular individuals clarify the reasons for direct and exercises. Attribution idea manages the social perceiver which utilizes information to reach causal intentions in exercises. It analyses what data is gathered and the way its miles are mixed to shape a causal judgment (Crutzen, Ygram Peters and Mondschein, 2019). In this context, the application of attribution theory can be able to decide the major factors of internal behaviour between the two. Based on this study, this application can produce an effective suggestion for the staff member to maintain remotely occurrences on the account of Coronavirus (Pollock et al., 2020). Mainly, this application can make a solution by setting the alert of the entire with an effective way to avoid corruption into the counselling centre.
[bookmark: _Toc94808155]Frustration aggression hypothesis (FAH) 
Mental clarification of forceful conduct is effective as coming from the disappointment of dreams (Ntontis et al., 2020). The conduct of the staff manager has a significant impact on account of this idea as she had been cutting off a few victims during the day and she has been rehashing similar standards for Coronavirus conventions much of the time making her irritated.
[bookmark: _Toc94808156]Heider’s theory of naïve psychology
Heider embraced the idea of what he knew as "good judgment" or "gullible" brain science. He trusted that people trademark the conduct of others to their insights; and that the ones discernments could be chosen either through explicit conditions or through longheld beliefs (Ntontis et al., 2020). There are three principles that can make an effective solution against the issue between the lady and the boy. 
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Fig: Organisational Behaviour
(Source: Self-Made)
[bookmark: _Toc94808157]Based on the case study, it is revealed that service user was aggressive and verbally abused the staff member. Thus, it is needed to overcome the situation to maintain attributes and personality with long queue. 
Principle 1 
Dispositional attributions give several records from which the lady will make expectations about the boy's fate direct. The induction idea portrays the conditions underneath which make dispositional characteristics to the lead they comprehend with the purposeful act (Waters et al., 2021). 
[bookmark: _Toc94808158]Principle 2 
Through this principle, both the characters can gather evidence to support their thoughts to clarify their conduct (Carson, 2019). It will quite be efficient to make outside attributions, alongside situational or environmental elements abilities.
[bookmark: _Toc94808159]Principle 3 
In this context, the application of this principle can help to maintain both external as well as internal attribution to make a peaceful connection between the two. It must power to show realities from several perceptions, at select times and circumstances and may assist to see their psychological factor of them (Freedland et al., 2020).
[bookmark: _Toc94808160]Conclusion and Recommendations 
Conclusion
From the entire study, it is revealed that the issue between the two can be stopped based on the application of above-mentioned theoretical approach with effective fundamental analyses. The concept of attribution rule produces intelligent and precise scholars to make a clear solution to verbal abusive acts. In conclusion, it can be said that generating the factors of internal and external connection makes transposable behaviour between the staff member and service user. 
Recommendation
1.The manager of the counselling centre do not dismiss the staff member because her reaction to raising her voice to the service user was influenced by his behaviour.
2.Staff member was always doing her job properly but now her reaction was generated by the stress caused of the Covid -19 restrictions and the repetitive insults brought by the service user. In these conditions, the complaints are not sustained.
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