Tools for Handling Tensions, Misunderstandings, Conflicts
Ouch, Ope, and Oops
One way to handle negative comments or actions in real time

We'd like to recommend a system of “Ouch” and “Oops” and sometimes
“Ope.” For instance: Speaker A is trying too hard to be funny and makes a
thoughtless remark. Speaker B says “Ouch!” This cues Speaker A to realize that
the funny remark was potentially hurtful. Speaker A says “Oops” to indicate
recognition and regret. Then there’s a Pause.

It’s up to the Ouch-caller whether this moment requires some conversation. So
maybe there’s a conversation — or maybe the Ouch caller says “Cool, let’s
move on.” But the decision to move on must come from the Ouch-caller.

Please note that anyone in the room can call “Ouch.” It does not have to come
from the person who is the focus of the potentially hurtful remark. More
commonly, you can use an “Ope,” which might be expressed by anyone
wishing to draw attention to potentially harmful moment, behavior, or
language.

Additionally, “Ope” can be utilized specifically for purposes of allyship—
especially in the event of a potentially harmful occurrence which pertains to a
positionality/identity not currently present in the collaborative space. “Ope,”
in this case specifically acknowledges that the speaker is recognizing the
possibility of harm, but acknowledges that they are speaking beyond their own
positionality to recognize that harm.

“Sometimes | don't know there was an "ouch" until I'm trying to sleep that
night. Can | bring it back later?" Yes. If you've felt an ouch and didn't say
anything, please do bring it to whoever you're comfortable with on the
leadership team. We want to know and we will figure out how to address it.

Apology Process

e Say what you did

e Apologize for it

e Thank them for bringing it up

e Articulate how behavior is going to change

If an experience ever feels larger than an Ouch-Ope-Oops moment or Apology,
please refer to the Concern Resolution Path standard.



Dealing with Conflict in Real Time

Person with concern states their concern.

Respondent restates the concern.

Either party asks for clarification.

Separate intent from impact

Set a boundary for how you would like to be treated as we move forward.
o How would you like to be treated?
o When will the boundary be reinforced?
o What are the consequences if the boundary is compromised?
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