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1.0. Introduction

       The complaint addresses a situation of three undeniable facts: a non-complying with the corona virus restrictions by the side of the service user, the service user swore the receptionist which is a verbal abuse and a verbal abuse by the receptionist consisting of suggesting to the user that he “won’t be allowed in again if do not comply” in a raised voice. So, given these details we can observe two infractions of the rules by the side of the service user (not complying with the pandemic restrictions and use of offensive language) and one infraction by the staff member (the suggestion for not allowing the service user to come again). 
But not infractions should guide us in assessing the situation. Here priority is the duty: the duty of the institution as a counselling center. By its part, counseling is important for young individuals. The rates of suicide in the age group of teenagers are high: in 2020, 4.9 % out of 100 000 people died by suicide in the age group between 15 and 19 years old in England and Wales (Office for National Statistics, 2020).
2.0. Social Identity Theory

     The situation is closely related to social identity theory. Its key theorists like Henri Tejfel and Jogn Turner have identified that human behavior is closely influenced by the idea people have on their own identity in the group (Tejfel and Turner, 1986). The social identity theory suggests that a ruined or lost identity in the social group – no matter of the circumstances of the loss or the ruin – often may traumatize the person who have suffered that loss (Stets and Burke, 2000). So, the people should not neglect the fact that a mental trauma caused by a lost or ruined social identity may push the victim of the trauma to become angry for no reason (Korte, 2007); just as a defense mechanism to hide the precious social identity that has been lost and not to seem vulnerable (Brewer and Gardener, 1996). 
      The situation in the complaint involves two main participants. The first one is the service user who is in an unhealthy condition (Emery-Dreifuss Muscular Dystrophy and after an attempt of suicide). The second one is the receptionist lady. These circumstances related to the health of the service user may have badly impacted his social identity, especially regarding the fact that he is still minor. So, the ruined social identity (he played in the aston Villa football training academy before the diagnosis) may have made him angry to the ambiance. 
Adding to this the fact that the service user is a minor of fifteen years old, it is a teen age range where many young people adopt a rebelous behavior towards the world of the adults (Martinko and Mackey, 2019). Teenagers are particularly sensitive towards the things they do not like (Weiner, 1982). This is a way to show their social identity. Unfortunately, due to the illness, it is highly likely that the teenager felt his dream for a social identity as a future football star lost. The detail on the attempt of suicide of the service user is another alarming sign. 
3.0 Attribution Theory

       Attribution theory follows as explanation the behavior of the two participants. According to the key thorists such as Heider people try to find explanations what motivates the behavior of other people. Another theorist Weimer adds that assumptions on why do people do some things are based on personal perceptions that are not always true, but they are designed in a way that our brain accepts them (Weiner, 1972). 

Sometimes people tend to attribute to others even things that have nothing to do with them. That is just because such attributions help to them to understand better the world around and the situations that happens to them (Weiner, 1972). So, often these are attributions that are false, but if they are easy, our brain tends to follow them.  
In the complaint’s situation the teenager attributes to the lady his full meprisal to the restrictions and insatisfaction from the crisis. He simply personifies them with the receptionist who tells him to follow what he hates to do. And the lady attributes to the unrespectful teenager the feeling that he hates her personally and that is what explain his aggression. But it is a misunderstanding: the teenager does not hate the receptionist, but the restrictions of the coronavirus crisis and his misfortune in life.
       But after all, they are both in a counselling center. Finally, it comes the attribution of the counselling center: what role the community attributes to the institution? Fullfilling the duties attributed by the community a key for the organizational success (Schaick and Hendrickx, 2000). It leaves to the stakeholders of each organization or institution a feeling of satisfaction and fair play, an universal and undeniable value (Welberg, 2007). 
That is why by acting in a fair and transparent manner in this situation the counselling center could show that it is an institution that truly supports the principles that guide it: respect and empathy towards everyone, readiness to help and to provide the support needed. Otherwise, leaving negative feelings and a sense of unfairness both within the service user or the receptionist lady may impact badly the reputation of the institutions, despite all the achievements it has done during the past. 

4.0 Frustration Aggression Hypothesis

       The frustration aggression hypothesis is illustrated through the situation as well. As its main theorists John Dollard has stated, frustration produces aggressive urges. In the same time, another theorist Neal Miller adds that if twarting continues, aggression accelerates as well (Breuer and Elson, 2017).
      In the description of the complaint we can clearly see that the behaviour of the service user escalated from frustration to aggression. His frustration is most likely caused by both the personal problems related to the hard medical diagnosis and by the overall pandemic situation and its restrictions. When the staff member asked him to comply with the restrictions, the behaviour of the teenager changed from initial frustration to aggression and that is how he decided to swear the receptionist. So, more or less the receptionist was verbally abused first and that is why she answered in an appropriate way and tone of voice. 
      However, the inappropriate details of behavioural aspect, surrounding the situation – both for the service user and the receptionist, should not impact the goals of the institution: to provide counselling and support to people in need. So, giving the hard mental and physical situation of the service user (the diagnosis that have ruined his career and the consequent attempt of suicide), the center should fullfill its primary goal to provide the adequate counselling and support to the teenager in need. The receptionist was intentionally provocated to do so by two main factors. The first factor is that if not complying with the corona virus restrictions, the service user may endanger of contamination the other visitors of the center, so it is both a professional and moral duty of the receptionist lady to try to prevent such a danger. The second factor is the offensive language which could provoke an offensive comment as well, as the lady is not at work to be bullied. 
      The manager should take mostly into account the fact that the scandal followed a classical frustration aggression psth. So, he should emphasize on the fact that the counselling center so it is normal that most of people who come there are not in their best mental or physical situation, but after all the employees here are to help them and to support them. Here the work should be very diligent, showing to the teenager that his life is still full of meaning. So, inspiring him courage and motivation should be a priority and the shameful accident with the receptionist lady should not be a reason for doing less for him in any case. 

5.0. Conclusion and recommendations

      In conclusion should be undrlined the impact of the balanced resolution that takes into account the interests of all parts, as their behavior finds a clear explanation through the social identity and attribution theories and frustration-aggression hypothesis. It is no wonder the behavior of the two parties and, after upholding the complaint, some recommendations to follow are:

· The best possible resolution of the conflict is that the manager warns the lady to be more patient and empathic towards the service users and to avoid to raise voice or use inappropriate comments or warns towards them.
· The manager should also take the responsibility that if anyone do not comply with the rules despite the polite warns of the receptionist and becomes aggressive, the receptionist lady could call him and he will be there to deal with the service user’s attitude or he will send another employee to help with the problem.
· A clear and conscise letter can be sent to the service user stating the details and outcomes of the situation. It should also include a warm invitation to come and trust the center’s professionals.
REFERENCES:

1. Brewer, M., & Gardner, W. (1996). Who is this “we”? Levels of collective identity and self representations. Journal of Personality and Social Psychology, 71, 83–93.
2. Breuer, J. & Elson, M. (2017). Frustration-aggression theory. The Wiley Handbook of Violence and Aggression Publisher: Wiley

3. Korte, R. (2007). A review of social identity theory with implications for training and development. Journal of European Industrial Training. 31. 166-180. 

4. Martinko, M. & Mackey, J. (2019). Attribution theory: An introduction to the special issue. Journal of Organizational Behavior. 40. 523-527. 

5. Ons.gov.uk. 2021. Suicides in England and Wales - Office for National Statistics. [online] Available at: <https://www.ons.gov.uk/peoplepopulationandcommunity/birthsdeathsandmarriages/deaths/bulletins/suicidesintheunitedkingdom/2020registrations#suicide-patterns-by-age> [Accessed 4 November 2021].

6. Schaik, T. & Hendrickx, R. (2000). Institutions and Economic Success. International Journal of Social Psychiatry. 12. 89.

7. Stets, J. & Burke, P. (2000). Identity Theory and Social Identity Theory. Social Psychology Quarterly. 63. 224. 
8. Tajfel, H.; Turner, J. C. (1986). "The social identity theory of intergroup behaviour". In S. Worchel; W. G. Austin (eds.). Psychology of Intergroup Relations. Chicago, IL: Nelson-Hall. pp. 7–24
9. Weiner, B. (1972). Attribution Theory, Achievement Motivation, and the Educational Process. Review of Educational Research. 42. 203-215. 

10. Welberg, L. (2007). Fair play. Nature Reviews Neuroscience. 8. 814-814. 

2

