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Introduction:
This report is about a 58-year-old woman that is working in a local counselling centre and a 15-year-old boy that came for counselling and how they receptionist abused him verbally. The 15-year-old boy has been diagnosed of Emery-Dreifuss Muscular Dystrophy and because of his diagnosis he has been forced to give up his position at the Aston Villa football training academy, this young boy has been suffering with anxiety and depression since after he gave up his football career. The young boy was advised to go for counselling after he attempted suicide and that was where he had an ugly encounter with the 58-year-old receptionist who raised her voice on him for not complying to the Covid-19 roles and regulations on social distancing and mask wearing but sitting at one place causes cramping pain to the young boy and he always prefer standing and moving around which most times causes breathless on him. Most time people go through one sort of challenge or the other so seeking the help of a qualified therapist and counsellor can assist one to explore thought and emotions and make sense of why they are thinking and feeling a certain way so working with a therapist can help an individual to speak up and face the thoughts and feeling rather than bottling them up inside which may lead to depression, stress, anxiety, and illness. Therefore, speaking up will give one the opportunity to reflect and process your feelings and thought as you wish. Additionally, psychological autopsy studies using coroners’ records to trace contacts of deceased person may shed light on the reason for committing suicide (Appleby et al, 1999)
Social Identity Theory (SIT)
Social identity is the part of itself that is defined as one’s group memberships. It was formulated by social psychologist Henri Tajfel and John Turner in the 1970’s, and further describes the conditions under which social identity becomes more important than one’s identity as an individual. This theory also specifies the ways in which social identity can influence intergroup behaviour. (Abrams and Hogg,2004)

The three theories of social identity are.
· Social Categorization (Tajfel & Turner, 1986; Turner el al., 1987)
· Social identification ( about intergroup conducted in the late 1960s and early 1970s by Henri Tajfel and his colleagues at the university of Bristol)
· Social comparison ( was first proposed in 1954 by psychologist Leon Festinger that people have the ability to evaluate themselves)


How social identity theory applied to the case study:
So, relating the case study to social identity theory, it is obvious that the social identity theory of the receptionist and that of the service user did not match, they both have their own social differences and do not have any social categorisation in common. The receptionist could have done better based on her job specification; she could have used her experience as someone that is working in a counselling centre to know that the service user obviously came there for counselling and may not be mentally fit otherwise he would not have been  there in the first place and this would have made her  approach the situation better than the way she did so, there is no social categorisation, social identity, and social comparison between them. Their social identity played a significant role in the case study because they are from different group, different orientation with different job role, the receptionist looked down on the service user maybe because of his disability and the huge age difference between them otherwise she could not have approached and talked to the service user with the way she did


Attribution theory:
This is a theory about how individuals explain things. It is referred to the way people try to understand the behaviour of others or explain what is happening around them. This theory tries to explain why people make certain causal attributions. The origin of attribution thinking for psychology was Fritz Heider and his seminal book: The psychology of Interpersonal Relationships (Heider, 1958).
Fundamental Attribution Error:
The fundamental attribution error is the likelihood to attribute other individual behaviour to internal factors like personality traits, abilities, and feelings. The fundamental attribution error is also called the correspondence bias, since is assumed that other people's behaviour corresponds to their personal attributes. Sometimes people tend to attribute it to situational factors. (Rose 1977)
Key theories:
· Principle 1 – people believe that behaviour is not random, it is caused by some sort of motivation
· Principle 2 – individuals gather evidence to try to generate and support their causal theories
· Principle 3 – humans attribute behaviour internally or externally
How attribution theory and the fundamental attribution error applied to the case study
The receptionist did not show any knowledge or understanding of attribution theory otherwise she could have been more polite with the service user having seen his condition, she could have assumed that the service user can be mentally depressed and as such came for counselling, she did not understand the service user otherwise she could have been more polite with him and handle the situation in a more professional way. Is possible that she attributed the service user condition as internal and as such assumed that he is rude and does not want to adhere and comply with the Covid-19 government guidance relating to social distance since attribution theory is based more about blaming. She could have attributed the service user condition as internal and show a little bit of professionalism based on her job specification and assume that the service user could be tired, or has waited for a long time which can cause him pain and is also possible that the service user in the other hand have attributed the receptionist behaviour towards him as internal and as such could blame her as being bossy towards him and not being considerate regardless of his condition


  Frustration Aggression Hypothesis (FAH)
Frustration- Aggression Hypothesis developed by Dollard et al., (1939) was one of the first attempts to model and explain aggression in humans. Frustration always leads to Aggression in human beings. So, this means that aggression occurs when frustration is experienced. And when an individual is frustrated, he or she tends to respond with aggression behaviour. But when an individual is unable to express their frustration with aggression behaviour the individual may redirect their aggression energy towards to different object or situation and this is referred to as displaced aggression. Berkowitz, L. (1989). Frustration-aggression hypothesis: Examination and reformation. Psychological Bulletin, 106(1), 59-73.

Key Theories of Aggression 
Biological theories of aggression and 
Social theories of aggression


How Frustration Aggression Hypothesis (FAH) applied to the case study
Applying frustration aggression hypothesis in relation to the case study is a very noticeable one by both the service user and the receptionist. The service user exhibited signs of frustration which could be linked to his present condition because he was forced to give up his position at the Aston Villa football training academy and which has caused him anxiety and depression and he tried to take his life which he failed, and as a result may not be happy for failing to take his life. He could also be frustrated that he has waited for long time and yet nobody has attended to him and experiencing pains at the same time. While in the side of the receptionist her aggression to the service user maybe because she has been working the entire day without adequate break which can result her being tired and may have attended to many clients on that day. Her aggression could also be family related problem or there is no other staff member to replace her, or it could be that she has another place to go and work and running late to her other job. It could also be that she has devoted her time working for the company and never get any promotion

Recommendation and conclusion
In conclusion the findings of the report suggest that the complaint should be uphold because the receptionist need to be cautioned on her behaviour towards the service user because she needs to be more professional while handling sensitive issues since she is working in a counselling centre where she is expected to attend clients with love and care and not making their situations worst. She possibly needs to acquire more training to be able to fit better into the job because most people that is coming to the counselling centres are people with one emotional trauma or the other and certainly needs love, care, and attention. This will help minimize the suicide rate in our society especially by the younger ones. Globally suicide rates among adolescents in the 15-19 age groups, according to World Health Organization (WHO) Mortality Database, were examined. The Data of this age group were available from 90 countries out of 130 WHO member states. It  was recorded that suicide rates in males were higher (10.5) than females (4.1) and this applies to almost all countries. So, in effect it is particularly important to create a good atmosphere environment for counselling to enable people feel free to be able to discuss and share their worries to therapist.
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