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Scenario overview

Health staffs are encouraged to behave politely with all service users while maintaining the Covid-19 guidance issued by the government. In the case study, the staff member is 58 years old with polite attitude. On the other hand, the service user is a 15-year-old boy suffering from Emery-Dreifuss Muscular Dystrophy, depression, and anxiety, and requires counselling after suicide attempt. He also faces physical discomforts upon sitting down and moving around too much. In the light of this condition, the staff member was sworn at several times leading to her raising voice at the service user regarding compliance of rules. Thus, a complaint against the staff had been issued. 
[bookmark: _Toc90484254]Potential causes of the identified behaviour in the staff member and the service user

In consideration of this situation, it can be stated that the social identity of the staff member has caused her to act that way. On the other hand, the psychological conditions of the service user were also not healthy leading to his misbehaviour with the staff member. It can be described through the application of the Social Identity Theory. The theory denotes the fact that people often act based on their social standing that can cause them to alter their usual individual behaviour (Costa et al. 2019). In the case scenario, the staff member has been noting the in-group and out-group classifications. The social categorisation of the staff member here is related to her being a healthcare worker with the responsibility to take care of patients while noting the Covid-19 regulations maintenance to a specified are. Her responsibilities enable her to consider social identification; while she compared her position in the situation, where she requires making service users follow her instructions to continue her assigned role. 
On the other hand, the service user considered his age and current physical occurrences for his rude behaviour. According to Hogg (2020), in some cases, individuals often consider them higher in rank than others. In this scenario, it is possible that the service user’s harsh behaviour is related to his superiority as a patient, who is prioritised in the healthcare sector, in the local counselling centre. He categorised himself as the patient while identified himself as a patient with diagnosis, and finally the superiority complex is noted through social comparison. 
Another way of explaining the situation is the Attribution theory. It allows understanding one’s behaviour based on their internal and external forces that are defined as dispositional attribution and situational attribution respectively (Zhou and Ki, 2018). Considering the scenario, the staff member who is usually polite reacted that way due to constant verbal abuse from the service user. Thus, in this situation, it can be stated despite being a diligent and polite person, the external factor, which is the verbal abuse, made her raise her voice against the boy. This action is opposite her natural personality. On the contrary, the service user was troubled by his sudden diagnosis of Emery-Dreifuss Muscular Dystrophy, which caused discontinuation of his place in a football academy. His suicide attempts at the age of 15 years states his mental breakdown, as he suffered from anxiety and depression. Therefore, it is clear that these factors caused a change in his personality. The action undertaken by him in the local counselling centre can be considered as a situational attribution, where his internal mental change caused his behaviour to occur. 

Apart from these, the situation of the two individuals can be acknowledged using the Frustration aggression hypothesis as well. Groves and Anderson (2018) defined that this theory suggests two facts that are frustration always produces aggressive urge, and aggression is always the cause of prior frustration. Moreover, frustration can influence several kinds of actions; however, the urge to aggression remains dominant as thwarting continues. The service user’s mental condition was not good and required professional counselling. Analysing the situation of the boy, it is safe to state that he was willing to carry out a career in or loved playing football. However, the disease has constricted it from happening that caused a serious blow in his mental stability. The situation can be considered as a suppressed frustration that leads to aggressive urge. His abusive behaviour with the staff member can be observed as the outburst of his frustration with an aggressive behaviour. 
On the other hand, the continuous verbal abuse caused the staff member to act aggressively by raising her voice as she too suppressed her frustration. It demonstrates the fact that the outbursts of frustration can be different based on personalities of individuals (Breuer and Elson, 2017). The boy threw verbal abuse towards the lady while she raised her voice and threatened not to allow him inside the centre. It is thus evident that several factors can work at the same time leading to behavioural change among individuals. Both internal and external factors work in this scenario. 
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Through an analysis of the provided scenario, it is evident that the staff member had to attend several service users at a time. In consideration of her age in the scenario, it can be stated that she might lose her patience in the situation. According to Barber and Kim (2021), age differences can become a factor of consideration while a person behaves. For instance, an adult would try to adjust their behaviour while conversing with younger aged individuals. In the case study, it is noted that the staff member was an old lady of 58 years of age, while the service user is a 15-year-old boy. The differences in age and the lack of respect towards older people can be considered as a fact to note. However, her actions associated with other patients have never been pointed at making this assumption wrong. Thus, it can be stated that her change in behaviour was caused entirely based on the misbehaviour of the service user (Gili et al. 2019). 

On the contrary, the service user’s mental condition is not healthy and requires counselling. The mental pressure regarding his inability to play football, along with his depression caused him to attempt suicide. Thus, it can be stated that the boy was not in his right mind when he reacted in the mentioned way. However, reports by Statista Research Department (2021), indicated that the there has been a rise in the suicide attempts of different age groups in the UK. It has been noted that individuals belonging to the age group above 90 years are the highest to attempt suicide, followed by the age groups of 45-49 years old (Statista Research Department, 2021). On the other hand, Marsh (2021) stated that about 7% of the UK teenagers are attempting suicide before they turn 17 years of age. It has been analysed that the corona virus lockdown has caused an exceptionally negative impact on the mental health of all individuals, especially teenagers. 

As the restrictions do not allow them to move freely and act in accordance of their will, the suppressed frustrations leads to aggressive behaviours or mental breakdowns that further cause rash decisions such as suicide. Marsh (2021) further stated that data from NHS Digital showed that 41% of all admissions in mental health hospitals were related to self-harm by teenagers. Thus, it demonstrates the weakened mental capability of teenagers that influence them to act in such negative manners. As Covid-19 is also a cause of depression and anxiety among teenagers, the service user’s reaction to staff member’s attempt making him to comply Covid-19 regulations is prominent. The overall frustration with the extreme restrictions in all places, his inability to play his best sport, and anxiety and depression had caused him to act aggressively without considering the situation of others. Through effective counselling and therapy, Beirão et al. (2020) noted, adolescents can be cured of depression and similar mental issues. It has been noted that depending on the severity of the situation, mental healthcare professionals can help adolescents to come out of their situation for a stable future. 
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In the case of the staff member, it was identified that the staff member was being continuously sworn at while she considered her duties to take note of the Covid-19 guidelines. As per the government guidelines, one can stay without wearing a mask in an enclosed space if they have any physical discomfort. It is known that the service provider abused her verbally; however, it is not clear why he was confronted by her. On the other hand, it is clear that she reacted based on his misbehaviour while again emphasising on him complying the rules. Thus, before taking any decisions, it is essential to have a proper understanding of the situation that has occurred (Hubley et al. 2021). The regular performance of the staff is also taken under consideration while she faced only one issue during her work. The lack of cooperation from the service user’s side has caused her to act that way. On the other hand, the mental condition of the service user cannot be ignored as well. Therefore, it is recommended to provide a better counselling session to the service user, while the staff member should clear the issue as it was and should not be upheld. 
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