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Introduction
 This report aims to investigate the circumstances around a complaint received regarding a receptionist's behaviour when dealing with a verbally abusive service user. I will examine the reasons behind the behaviour of the receptionist and the service user in a social context setting in which Covid-19 guidelines were attempted to be implemented. The psychological impact Covid-19 has made to young people’s health and wellbeing needs to be carefully considered, also acknowledging the service user’s recent diagnosis of Emery-Dreifuss Muscular Dystrophy. EDMD is a muscular disease which weakens the voluntary muscles (Emery-Dreifuss Muscular Dystrophy (EDMD) - Diseases | Muscular Dystrophy Association, 2021). The service user was persuaded to seek help after a recent suicide attempt.
 Unifying psychological theories such as Social Identity, Attribution Theory, and Frustration Aggression Hypothesis, I'll look at how what behaviours were displayed and why.  Following this I will make a decision whether to Upheld the complaint or Dismiss the complaint. 
Self-harm and suicide rates among adolescents is classed as the second highest cause of mortality in teenagers worldwide, despite the fact that suicide is rare in adolescents. More than ever, a better understanding of what young people need before they reach the point of wanting to self-harm, as well as the factors that contribute to suicide among young people, is required. (Hawton, Saunders and O'Connor, 2012)
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According to (Suicides in England and Wales - Office for National Statistics, 2021) suicides in Males have decreased in 2020 compared to 2019, whereby males accounted for three quarters of registered deaths. It is believed the reason for the decrease is due to Covid-19 pandemic and delays in the registration process, however relating back to the service user making the decision to seek help reflects this statement.
The awareness of Mental Health problems have increased, it has been known that young people still refrain from seeking professional help. The impact of Counselling offers a service in which service users have the opportunity to express and understand how and why they are feeling the way they are and learn the ability to cope.  (Rickwood, Deane and Wilson, 2007).


















Social Identity Theory
According to Social Identity Theory (Tajfel and Turner, 1979) believes humans have a fundamental psychological desire for positive individuality. In other words, people have a desire to stand out from the crowd in positive ways, Tajfel’s experience during the second world war lead this theory to become recognised. His goal was to understand why people desire others behaviour contrasting between other groups lesser than their own group. The service user and receptionist age difference for example with one being older and one being younger creating a gap in social identity. Applying SIT to this complaint, the receptionist may have the opinion the service user being young is the reason why he isn’t abiding by the rules. The service user however may have socially categorised the receptionist as a person of Authority leading him to respond negatively with the impression because she is much older than him, she will not understand. (Williams and Garrett, 2012)
Using Heider’s theory flow chart assisted me to identify the possible internal and external causes of the behaviour from both service user and the receptionist. This will eliminate questions that may arise when understanding whether the behaviour was due to their character/attitude or if something in their environment resulted into both parties behaving the way they did. (Dunn and Sahlender, 2007)













Heiders Flow Chart
Here is a flow chart inspired by Heider exploring the potential internal and external causes to the behaviour. 


 External cause of behaviour
Physical condition EDMD
Under Staffed
Internal Cause of behaviour
Service User may be experiencing pain.
Staff not able to cope







	Disposition established
Service User feeling frustrated.
Staff have lack of empathy.



Situation response
Ensure appointments are booked to avoid too many people in building.
 


 Disposition established
Service User feeling frustrated.
Staff have lack of empathy.
Situation response
Ensure appointments are booked to avoid too many people in building.
 




External Attribution
Service user appointment booked may have clashed with another.
Lack of guidance from Management.



Internal Attribution
Service user may not like people of Authority.
Staff may not know how to deal with challenging behaviour.











Attribution Theory
When we are experiencing events around us, we use attribution to explain how and why they happened. This occurs throughout the interpretation process. In the 1970s, dissonance was supplanted as the main paradigm in social psychology by Heider's Attribution Theory, which was further developed by Kelley. (Hogg and Vaughan, 2014)
Attribution theory is based upon 3 principles:
The first principle is that behaviour is believed to be influenced by some sort of motivation. Using this theory, the service user will have an understanding that the staff member was instructed to implement government guidelines. The receptionist may believe the service user is acting like a typical adolescent.
The second principle focuses on how we, as humans, will collect evidence to back up our actions. Looking at the service user, he may have made it clear that the pain he is experiencing is due to circumstances beyond his control, and that his unwillingness to follow the guidelines is due to this. Looking at the staff member, she may believe that the reason she raised her voice to the service user was to ensure what was being said was understood.
The third principle focuses on the behaviour we attribute from others internally/externally. 
Internal – The service user may believe the staff member was being strict and lacked understanding.
Internal – The staff member may believe the service user character is rude and impatient. 
External – Service User’s condition is preventing him to follow the guidelines of being seated. He may have also been waiting for a length of time before becoming frustrated. 
External – Staff member will have been instructed by management to implement the guidelines. 







Fundamental Attribution Hypothesis
FAH is understood whereby one’s behaviour is a result of internal factors when it is actually because of something external to them, even when there is evidence to supports this statement. (Harman, 1999). Working in a counselling job we would have the understanding that every person who walks into the building isn’t there to have a fun time, considering individuals aren’t there because they want to be. Most times people attend counselling appointments with the goal of seeking help and support following advisory from GP’s, hospitals, family members. Covid-19 has had a different impact on adolescents than it has on adults, with uncertainty, significant changes in their routines, and physical and social isolation that we as adults can cope with but that young people may not. (Imran, Zeshan and Pervaiz, 2020)
Reflecting on the receptionist's actions, she realised that she had raised her voice without considering her surroundings, causing her to fall into FAH. It is also important to consider the negative impact that shouting can have on the service user who was persuaded to attend and other people in the seating area. Ignoring her environment will lead to increased conflict and challenging behaviour.
The service user, on the other hand, may have believed the receptionist was making him wait longer and was using her internal perception of him to delay his appointment, when in fact, appointments may have been delayed due to staff shortages. Frustration leads to aggression, and aggression leads to frustration. Aggression is always triggered by situations that frustrate us, and the service user's condition may have contributed to his frustration. (Brown, 2006)









Conclusion
To conclude this report, it is evident that we as adults must be more conscientious to the needs of our young people. Along with the service users condition playing a substantial change in his life, Covid-19 has highlighted vulnerabilities and common symptoms of distress when communicating with the receptionist. The decision in this case would be to Upheld the complaint to ensure that any further incidents such as this do not occur making the experience of counselling appointments more person centred.
The recommendations I would like you to consider resolving this matter are:
Staff could be encouraged to participate in training relating to Idiosyncratic Empathy which will support staff in delivering empathy depending on the person and their individual needs. Despite the staff member only being a receptionist, I think it’s important that all staff have Empathy training to ensure the delivery of service from beginning to the end is effective.
I would also recommend that during the recruitment process staff members who have been selected to work at the organisation, they are carefully suited to their roles. I also believe emphasising the organisations Ethos along with standards that are expected of them are read and understood.
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