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To whom it may concern
I am writing in regards to the incident that took place at the local counselling centre, between the new staff and the patient. Firstly I would like to say what happened today shouldn’t have happened because firstly the staff  had recently joined the job and probably was unaware of the clients history, and secondly due to covid restrictions she had to make sure the covid 19 rules are met. Add as the staff member was unaware of the clients history she maybe have reacted in the way she did do to me because off her age and heat of the moment after hearing the client reaction or the way he reacted towards her she felt that there was a need to react quickly not thinking twice or maybe checking the records first and knowing what the situation is what she was dealing with. I personally believe that the reception should have checked the notes on the system and the client had come into the building and they should have been notes on the system to make her aware of what she is obviously facing because if she is unaware of what kind of person she's dealing with then it's hard for her to understand for her understanding she could be feeling that she is getting verbally abused you know could be a threat to her or her health so for those reasons she should have been aware or maybe have checked the notes when she's logging in the patient into the system. I genuinely don't think that the receptionist was at fault because firstly she is a new worker secondly she may have not known the situation but as a quick reaction she reacted the way she did does she was not aware of the patients medical condition if she was aware that maybe or if any other staff member could have explained it to her of what kind of patient he is or what kind of illness or what kind of problem he has then maybe it would have made it easier for her and not for her to react in such a way that she did.
Secondly we must bear in mind the colleagues  age and the way  she reacted is also that she's 58 so maybe she could  have just got upset and just spoke to him in the manner that shouldn't have spoken but I totally understand I don't personally believe that she did it in any sort of deliberate way or anything I think it was just like a quick reaction for the way she responded and due to her age that was a quick response. We need to understand with age our body reacts differently so it was absolutely normal to have such a reaction.
As for the patient bear in mind he is only 15 years old where they go through that phrase with their hormones are raging and stuff so I understand with his condition and with the way his problems are but as any probably 15 year old would probably get quite aggressive would lash out so involved ways I think it's been a big misunderstanding. Also bear in mind he suffers from depression and that can also affect the persons way of responding and how the react. 
In my opinion I believe it was just a normal reaction and that it was just a heat of the moment and they both just responded in the wrong way.
Should I believe that maybe it could have been dealt with in a better way because if the receptionist said a bit calm and maybe you know thought that maybe there could be a reason behind these kids way of speaking to her things wouldn't have probably escalated the way they did, also same applies to the kid maybe he did react in the way he did because as a 15 year old knowing he's got a medical condition or whatever problems is going through he reacted to the tone of the ladies voice but once again I believe it could have been dealt in a better way. We should always also put into consideration that the patient is only 15 and for him to know that he has to go for counselling and also with his condition it can be frustrating it can be too much for a child of that age to bear remind what he's going through and what he has to deal with and then secondly even the worker of his he firstly she's knew secondly due to age so I believe we should balance it out and take it from there to see if this matter can be dealt with in a sensible way. Furthermore I do believe this situation could have been dealt with in a better way I believe its not acceptable but on the other hand after putting into consideration of both the service user and the worker I personally believe this case should be dismissed because there has been a misunderstanding and maybe if they could sit down and just talk over this or maybe there can be a better way to resolve the matter. As I also believe that there has been a small mistake and the worker does not need any further action to be taken towards her because clearly she may have not been aware of what's happening or what the patient’s condition like and the same goals for the patient obviously firstly look at his age secondly off because of his illness and for future the staff need to be more alert and know how to deal calmly with the patients that come in, also with the situation. Secondly while giving counselling the patient needs to be advised that they can’t talk to staff like that. It would and could  have been  dealt in a different way they need to put into consideration off the staff and the patient itself and trying to avoid anything of the sort happening further. Clearly there has been a lack of understanding and communication between everyone maybe they should have assume the best and try not to let the matter get out of hand. Going further they need to make sure the matter is dealt in the best way and try and avoid it from happening even if it means to hire staff who are a little younger or maybe the staff need to have knowledge about which patients come in  example if the staff knew about this patient and was aware of his condition then maybe they wouldn’t be a strong reaction and things wouldn’t have heated up the way they did. Same goes for the service user he needs to realise he needs to be more calm with the staff and not get triggered. He also needs to know that he needs to listen and follow rules and regulations as its covid and these rules need to be in place as its for everyone, s safety. Also it also needs to be addressed that this behaviour is not accepted and that certain rules need to be followed. 
Also as the service user is under counselling sessions that if they  can help with helping him calm his emotions as that way he will be able to respond in a sensible way.  This way they will not be any harsh reactions from both parties and things can be handled in a better manner, also they will be no misunderstands. 
Furthermore I believe that that this matter should not be taken any further and they staff and service user just need to be told that this behaviour is not acceptable and that this sort of behaviour should not happen again and the staff should be advised that going further they need to be calm and try and assume the best going forward, and not react In such a way. That way there will be no issues and things will be better understood and even if it means hiring more staff at a younger age so that they may not be such problems going further and that the matter can be dealt with  in a sensible way. As we  all know that the younger the age the lesser the reaction and the staff at a younger age will not react in such a way. And also it will benefit the counselling department for future not to have any more issues like this. And they need to find new ways to help the service users top control there emotions. I hope you understand what I’m trying to say and also will understand that this  to me seems like a genuine misunderstanding, and I also believe no further action should be taken this time. We need to consider the  safety of  the staff and service users so that things don’t heat up and we can better everyone’s experience. And also that due  to covid the both parties need to know that the rules and regulation should be met and safety always comes first for both parties as there is risks and that’s why these risks should be avoided as much as possible. Thankyou for understanding and I hope this matter is dealt with accordingly.
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