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Welcome Message 

Welco me to the monthly newsletter from th e Office of th e O mbu ds, wh ere we' l l 

share a rt i cles and resources for addressing challenging workp l ace a nd learning 

dyn am ics at UCSF H ea lth and ca mpus. 

Our first issue elaborates on an arti cle from the Chronicle of H igher Educat i on , 

" H ow to Defuse a Classroom Confl ict: Make It More Complex: Five practices to 

help students break through all the binary thinking" by Carol i ne Mehl and 

Jonathan Haidt ( N ov. 30 , 2 0 22) . 

Wh ile the article focuses on the classroom, its ins i ghts apply to all settings where 

po la rizat i o n creates fractu res with i n teams , d iv isions , d epartm ents, and the 

i nstitution . Wh i le right/wrong , yes/no, good/bad th i nking or a rgu ments can be 

stro n g ly h el d, they don 't tend to be convin cing or en gage people in th e h arder 

wo rk of understanding , collaborat i n g, and learni ng . Acknowl edging compl exity, 

however, encou rages nuanced th i n ki ng a nd deeper dialogu es, often with more 

effective results. 

The Office of the Ombuds can support voluntary and co nfidential d ialog u e to 

support complex conversations . 

- E l le n Goldstein , MA 

Director, Office of the Ombuds 



Pi ctured here are the fou r members of the Office of the Ombuds (clockwi se , starti ng top l eft): Ellen Goldstein , 

Kate Flynn, Jonah Pedersen , and Paula Trejo-Phillips . To learn more about the Office of the Ombuds team, 

vis it the Ombuds website . 

Skills to address polarized d y namics on your team: lessons from 
Mehl and Haidt. 

(Art i cle summarized with additional UCSF resources. The o rig i n a l a rticl e is 
available here. ) 

No. 1: Set n orms to guide discussions. Commit to PR I D E Princ i p l es i n difficult 
con ve rsations, with professi onal ism and respect as fou ndation a l gu i delines. The 
adage "be cu rious, not fu rious" can help colleagues and learners explo re the 
compl exities of a stance, m aking conversations p otentia lly more pro du ctive . Slu rs 
an d i nsu lts are never approp riate . 

S i milarly, there a re options for addressi n g problematic behavior , with the pract ice 
of *calling i n" inste a d of "callin g o ut." Wh i le callin g out i s done p ubl i c ly and often 
shames the sp eaker, ca l l ing in h appens in private conversation, with compassion 
an d patience . Dr. Loretta Ross adds th e concept of "cal lin g on" as another 
alternative in her TED Ta lk . 

No. 2: Estab l is h trust and rapport before d iving into d iv i sive topics. Wade 
into a ch all enging topic by estab l is h i ng a trusting environ ment, based on th e 
UCSF Pri n ciples of Community. We recogn ize the critical step of "con n ecti o n 
before co rrection" and the extensive l iterature on th e role that trust h as in 
productive workpla ce dyn a m ics. Amy Edmondson, th e autho r who coined the 
term "psy cho logica l safety," discusses its i mp o rtance to effective teams. Watch 
Edmo n dson's two-minute video summary of the topic or read her book, 
Edmo n dso n , Amy C . Th e Fear l ess Organization: Creating Psychologica l Safety in 
th e Workplace for Learn ing. I n n ovation, and Growth . Joh n Wi ley & Sons, 20 1 8 . 



No. 3: When d isc ussing d ifficult topics, try different tech n iq ues to foster 

com p lexity. Pay attention to your framing . Rather th an present two s i des of the 

issue , introdu ce a broad range of perspecti ves, goals , a nd quotations from each 

side. 

Explore th e motivations behi nd people's position s . Push beyond the basic 

stan ces and ask th em to expla i n why th ey hold their pos ition . H e l p your team 

develop a habit of searching for and appreciating the co mplexity on a l l s i d es. 

No. 4: Mode l the behaviors you'd l i ke to see on your team. To demonstr ate 

intel l ectual h umil ity, h ighlight the va l u e of people being wil lin g to q uestion th eir 

own assumpt i ons a n d a dm it when they a re wrong by doing th is yourse lf. Actively 

en courage d ifferent perspectives, a nd respond to opposing ideas with grat i tude 

and gusto , as long as it is offered in good faith a n d without hosti lity. 

No. 5: Ground di scussions in personal stories . Provid i n g the opportun ity fo r 

col l eagu es to share life expe riences th at have informed their own v iews can be a 

powerfu l tool in opening peop l e up to consideri ng opposin g viewpo ints . 

I m age: Wildflower blooms agai nst a backdrop of the UCSF Health Sciences West build i ng, on a typ i cally 

foggy August morn i ng i n San Francisco. 



How to Schedule an Appoi ntment 

To p rotect co nfidentia l ity, the Offic e of th e Ombuds p refe rs to co n d uct b usiness i n 

pe rson or by phon e rather than email , as e lectronic communi cat i ons are n ot 

always private . 

For appoi ntme nts, call: (4 1 5) 502-9600. If we a re unable to take your call, we 

w ill retu rn it within one bu siness day. 

Off ice hours : 8 : 30 AM to 5 : 00 P M, M on day th roug h Friday. 

The Office of the Ombuds we lcom es everyone , inc l u ding in d iv i d uals with 

d isabilities. Please let us kn ow if you woul d like an acco mmodat i o n fo r your 

meet i n g. If calling to sch edu le presents an accessi bil ity barr i e r, please email our 

office to schedul e : ombuds@ucsf. e du . 

UC SF Office of the Ombuds 

Office Number: 415-502-9600 

Please be aware that emai l is not a secure or confidenti al method of communication . We ask you not to use 

email to convey personal or sensitive information . Omb uds are neutral s who meet the definition of medi ators 

and wh ose commun i cations with v i s itors are protected and inadmissibl e ; therefore, all communication with 

our office i s made with t he expectation of confi dentia lity. Due to th e confidentia l , neutral, i nformal , and 

i ndependent function of the Office of the Ombu ds, communication with the office does not constitute notice to 

the University. 

mailto:ombuds@ucsf.edu



