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Introduction
In this report, it will be explaining some study points both as the staff member and the service user. Complaint related to the conduct of a member of the reception staff is a person of 58 years and has ensured that the users of the service comply with the government Covid-19 guidelines related to social distancing, the use of masks and hygiene of hands when in the closed space of the waiting room. However, an encounter with a particular service user prompted the staff member to respond by raising his voice and suggested that service users "will not be able to re-enter if they do not comply."
The user of the service is a 15-year-old boy who has recently received a diagnosis of Emery-Dreifuss Muscular Dystrophy. He has been suffering from anxiety and depression for the past few weeks and has been persuaded to seek psychological help after a suicide attempt. Therefore, given his location in the closed space, the user cannot respect the rules of social distancing, so he prefers to stand and move due to his physical condition. In this report it explains the plausible causes for the behaviour of both the staff member and the service user using the following psychological theories.
Social identity theory (SIT)
Theory of Social Identity SIT, according to this theory is studied for the identification of the 
individual with certain groups. The psychologist Henri Tajfel proposes the Theory of social identity. Therefore, this theory affirms that the groups to which one belongs define and form part of self-esteem, configuring self-esteem. Therefore, identity with the group offers security and determination. Therefore, this theory explains how the concept that an individual has of himself can be explained through the group to which he belongs, and his way of acting varies according to the group in which he is. (Ellemers, 2021). The coronavirus epidemic implies an important social impact because it forces people to change a series of behaviours, habits, patterns of change and life routine, according to the rules of social distancing Coronavirus COVID19 (GOV.UK, 2021). In January 2020, the World Health Organization (WHO) assessed the real risk of the epidemic, which is why it recommended worldwide to adopt previously implemented measures for influenza and serious respiratory infections (GOV.UK, 2021) Therefore, in addition to the social and economic impact, it has generated panic, fear of contagion, stress, depression, and the instability of security. Therefore, most people have had a reaction of uncertainty that leads to diverse types of behaviours. In this case, the behaviour of the staff member who, according to the report, has experience at work, a friendly, punctual, and sworn behaviour in the performance of their duties will be observed. But, due to the panic generated by the pandemic and in compliance with the rules of social distancing, influencing their behaviour generating frustration by consequence aggressiveness, with the user without observing the physical and psychological impediments suffered by the young person.

Attribution theory
According to Heider, the theory of attribution the behaviour of human beings depends on a series of factors that we can evaluate and attribute-based on some parameters, internal or external. The internal factor influences your attitude and your behaviours towards the problem. Environmental or external factors in the difficulty of actions and their different possibilities of success/failure (Hamilton and Creel, 2016). 
Although people do not realize it, human beings are constantly looking for explanations about what happens in our environment. They try to deduce why a person did what he did, what led them to act in a certain way, or what role they played in causing a certain event to occur. Therefore, whatever the case, people would be making an attribution about the causes of a situation or behaviour. From the attributions, they look for possible reasons for what happened in the past. This can help people to understand the world or to be able to predict what will happen in later situations. 
[bookmark: _Hlk89612924]Internal attribution, also known as dispositional attribution, refers to interpreting an event or behaviour as caused by factors related to the individual. when it depends on the characteristics of the individual who performs the action. Internal attributions include not only personality traits (extroversion, responsibility, kindness), but also the intelligence, motivation, or beliefs of the person. Internal attribution refers to the personal characteristics, temperament, abilities that the person possesses, these factors include personality traits, individual characteristics, emotions, and abilities. If something negative happens, people consider it an internal attribution and generally tend to blame the individual for carelessness, irresponsibility, or other causes. Therefore, in the event that the incident occurs, people feel in situational factors such as the environment, if there is traffic or rain, etc (Bordens and Horowitz, 2021).
The attribution would be external when looking for the causes of behaviour outside the individual, in the context, in the action of third parties. External causes or external attributions are those that are attributed to situational forces, such as luck, meteorological weather, or the actions of third parties. (Nairne, 2021)
The fundamental attribution errors. Edward Jones and Keith in 1965, believed that people judge others by their intentional actions and not by accident, this theory explains why people give internal and external attributions. consists of a tendency that they have to attribute the causes of the actions of others to their personality and not to their circumstances. And from their actions to circumstantial causes, not to our way of being. (Albery et al., 2014)
In this case study, the behaviour of the reception staff, with years of work experience, the external change due to the COVID restrictions affected their behaviour, causing frustration in the fulfilment of their duties as a worker, for which they generated verbal aggressiveness towards the service user imposing restrictions authoritatively without observing physical and psychological impediments, Therefore, it is observed that the internal attributions of the user, the employee observed them as external attributions as well as justifying her aggressive behaviour as internal attributions. (Hopper, 2018).  



Frustration aggression hypothesis (FAH)  
The frustration-aggression theory was created by the two psychologists of behaviourism John Dollard and Neal Miller which suggests the behavioural tendency stimulus-response which is one of the behavioural processes in the society.
Therefore, the hypothesis states that although frustration causes aggressive behaviour it is the result of frustration, which makes frustration not enough, but a necessary condition for aggression. So, frustration facilitates aggression, but it is not a necessary condition for it. Frustration is just one factor; and not necessarily the most important that affects the expression of aggression. In other words, frustration produces a general state of emotional activation that can lead to a variety of responses, depending on the types of reactions to frustration that have been previously learned, and according to the reinforcing consequences typically associated with diverse types of action (Kool, 2008). 
In this theory, frustration is understood as an interference in the sequence of behaviour, that is, a person becomes frustrated if they do not get their wishes to materialize. The theory also posits that the greater the frustration, the more intense the resulting aggression. Also, aggression releases frustration when it builds up. Therefore, there comes a point that any small frustration can lead to intense aggression, a product of this accumulation. Frustration creates the need to respond, and this would be through aggression.
In this case study, the possibility that the 58-year-old employee is frustrated by the Covid restrictions, which has caused changes in behaviour by reacting aggressively against the 15-year-old, who did not comply with the rule's security for their physical and psychological state. Aggression is known as violent acts; These may be due to frustration at not achieving what was desired.

The service user’s condition.
The condition of the user of the service.
According to the information in the case study, the young man suffers from a disease called Emery-Dreifuss Muscular Dystrophy characterized by the clinical trial of joint contractures, muscle weakness of the arms (biceps, triceps) and legs (tibialis anterior), and, occasionally, joint involvement of muscles. In addition, his cardiovascular condition has been affected (Miller, 2021).
 In this case, the young man was forced to leave his place in the soccer training academy, and this may have affected him with various mental disorders such as. Anxiety due to his deteriorating physical condition. It also presents symptoms of depression that affected the user in a stage of puberty that can manifest themselves in symptoms such as sadness, irritability, negative feelings, anger, deficient performance in studies. Therefore, he may feel misunderstood and extremely sensitive, losing interest in normal activities and avoiding social interaction according to (NHS, 2021). The young user has presented suicidal behaviour, getting hurt in a suicide attempt. 
 
Statistical information relating to rates of suicide.
According to the surveys carried out in the United Kingdom, due to the pandemic, it has had a significant impact on the increase in suicides in young people, this may be due to isolation, lack of mental health assistance, economic problems, loss of loved ones, domestic violence, etc. According to the surveys carried out in England during the pandemic, based on a population area of around 13 million, a quarter of the country registers presumed suicides but at the same time. In the UK in 2020 100,000 people took their own lives according to (Bould, 2019).


[image: ]
                                                   (Statista, 2021)

· The increase in suicide rates in children and young people has been carried out by a comprehensive national study in different agencies in the UK. To establish the frequency in which these are happening and what are the factors that cause them, these were carried out in young people and children as well as medical and social services according to National Confidential inquiry into suicide and homicide by people with mental illness (NCISH, 2016)




RECOMENDATION
1. The recommendation for health workers, some specific groups have a higher level of risk or vulnerability, with the changes due to the COVID19 restrictions; They should be considered in the prioritization of measures for the protection of well-being and mental health. Therefore, it could be prevented with training and psychological aids for the adaptation to the security measures of the pandemic.
2. Recommendation for Company Managers, adopt policies to promote the well-being and mental health of workers and to prevent violence and abuse of authority in the workplace. Therefore, the pandemic affected in diverse ways could including the mental health of workers.
3. Workers and their representatives could collaborate with the employer in occupational health and safety. Therefore, follow the procedures of regulations and standards to guarantee your own safety and health, as well as those of other people, correctly use safety devices and protective equipment. For the safety of workers and other people who may be affected by their acts or omissions at work.







CONCLUSION 
I disagree with the procedure of the staff member because he should have maintained friendly communication behaviour with the user, explaining the COVID-19 regulations. Therefore, he should have informed the manager of the unusual behaviour of the user, I disagree with the procedure of the staff member, because he should have maintained a friendly communication behaviour with the user, explaining the COVID-19 regulations. Therefore, he should have informed the manager of the unusual behaviour of the user.
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