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Chameleons In A Kaleidoscope 

 
How it Feels to Work in Partnership as a Sure Start Manager

  
Abstract

  

This thesis examines some ways in which the emotional experience of Sure 

Start managers can be understood using story methodology.    

Sure Start was a partnership initiative introduced by New Labour in 1999 to 

support families with children aged 0 4 in areas of deprivation.  Data was 

constructed using fictional stories about how it feels to work in partnership, 

told and used as a basis for discussion in peer groups.    

Interpretation of the data suggested that Sure Start managers use discretion 

and judgement in the workplace to manage their own emotions and the 

emotions of others.  However, their choices in doing this appear to be limited 

by the prevailing power structures.  These include the lack of a professional 

emotional vocabulary, which effectively silences work-related emotion talk.  

The managers resist these limitations by finding unmanageable spaces 

(Gabriel 2003) to share stories about their work in personal language.  This 

helps them to make sense of their emotional experiences.    

This research found that Sure Start managers needed to draw on a wide 

emotional range to create convincing emotional performances at work.  This 

enriches the conceptualisation of emotional labour in the emotion literature, 

and offers performance as a new theme for the partnership literature.  Initial 

suggestions for links between specific emotional responses and themes in the 

partnership literature offer a new area for exploration within that literature.  

The distinction between professional languages and personal language 

enhances the account of the relationship between emotion and language in 

the emotion literature.  

Despite the limitations on them, Sure Start managers are evidently skilful, 

resourceful 'emotion entrepreneurs'.  However, it seems that the 
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marginalisation of emotion in their working environment is likely to be 

detrimental to the well-being of the managers, their staff, and their service 

users.  This has implications for the policy and practice of managing public 

sector partnerships.  

Keywords: partnership, emotion, story, language.   
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Chapter One  Introduction

  
Introduction

  
As a whole this thesis has a background formed from my struggle to make sense 

of my experience, of working as a researcher and consultant with public sector 

partnerships, by taking a reflexive approach to the research process and engaging 

in relevant theoretical debates.  Its frame is made up of a number of components: 

partnership working, emotion, story, and language.  Each of the background and 

framing aspects also appears, differently depicted, in the foreground of the picture, 

as will be shown in later chapters.    

This introduction will start by sketching in the background of the picture and 

constructing its frame, and will include some outlines of parts of the picture itself.  

But first, in the box below is the central image of the picture, which may help to 

capture some of the elusiveness of the phenomena at the core of this research.   

Imagine a chameleon in a kaleidoscope.  You are looking into the kaleidoscope, 

into fractured shapes of rainbow colours.  You can almost see that you are looking 

down a tube but your eye is continually deceived by the shifting, changing, myriad 

patterns that seem to disappear into the distance.  Unseen hands are turning the 

kaleidoscope, gently, this way and that.  And in the centre is a chameleon.  It is 

still and its skin is almost reflecting the colours in the environment around it.  But 

not quite.  It s a beat behind, the visual equivalent of the sound of leather on willow 

heard moments after seeing the batsman hit a four on the other side of the field.  

The pattern in the kaleidosocope is predominantly blue, now; the chameleon green 

as it makes the transition from the previous yellow pattern.  Just as the chameleon 

reaches turquoise, the pattern shifts again to red, and the chameleon strives for a 

sickly purple.  And then again the unseen hands shake the kaleidoscope a little, 

yellow returns and the chameleon turns brown on its way to orange.  It s trying, 

very hard, but it cannot keep up. 
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Background to the Research

  
In 2000 2003 I worked alongside a number of people who were acting as 

caretaker-managers for forthcoming Sure Start partnerships, each overseeing the 

six-month planning period of a local programme.  These people came from local 

authority early years departments, social services departments, education 

departments, primary care trusts and voluntary sector organisations.  Many of 

them were women; a few were from minority ethnic backgrounds; most were in 

their 30s and 40s.  Their professional backgrounds were mostly from health and 

social care, but within that were very varied: there were teachers, health visitors, 

community development workers, social workers and many other professionals.  

What they had in common was a deep and abiding concern for the well-being of 

very young children and their families.  

Some of these people went on to manage the Sure Start programmes they had 

helped to plan; other people recruited managers from the same range of 

backgrounds.  In my role as a free consultant paid for by the Department for 

Education and Skills (DfES), with support for the acting or newly recruited Sure 

Start manager as an explicit part of my remit, I was well placed to witness the early 

professional development of all these Sure Start managers.  I saw over 20 people 

go through the early stages of this process, at close quarters, including half of my 

eventual research participants.  

Most of the Sure Start managers I worked with had come from a post in an 

organisation rather than a partnership.  I observed them experiencing and 

adjusting to the differences in requirements from organisational posts, which 

usually had some managerial responsibilities, to managing the whole of a Sure 

Start partnership.  Some of these changes were evidently about the difference in 

scale between an operational post, albeit often one with some managerial aspects, 

and a fully managerial post.  The managers told me that others reflected the 

differences between working in an organisation and working in a partnership.  

Some of their previous organisational roles had included aspects of partnership 

working, but nothing had prepared them for the reality of the work they were faced 

with as a Sure Start manager, where they could be dealing with anyone from a 
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fractious two-year-old to a local authority chief executive.  This or a similar 

example was given to me several times by incredulous postholders.  Their 

descriptions of the difficulties they faced in managing the competing and ever-

changing demands of their working environment led me to construct the image of 

the chameleon in the kaleidoscope, as shown in the box on the first page of this 

chapter, in an attempt to capture something of the complexity of the task they 

faced.  

I witnessed many reactions to the complexity of the task facing newly appointed 

Sure Start managers.  I saw them become excited and engaged, gasp and groan, 

exhibit passion and enthusiasm, laugh disbelievingly, celebrate triumphs, become 

exhausted and unwell, achieve an amazing amount in a short time, and go off 

work sick.  But it was not until I began to develop personal friendships with some 

Sure Start managers that I realised they spoke very differently about their 

responses to their work outside the workplace than they did within it.  Inside the 

workplace, Sure Start managers would say things like that was a very challenging 

board meeting , those architects are putting forward completely unrealistic ideas , 

or I feel we need to draw up a partnership agreement with the primary care trust .  

Outside the workplace they made stories of these issues, replacing their 

professional-speak with sentences such as my chair upset me so badly at the 

board meeting that it was all I could do not to burst into tears , I was furious with 

those architects, I could have killed them , or I feel really threatened by the 

primary care trust trying to impose things on us in the name of partnership .  I 

became fascinated by the professional silence of Sure Start managers about the 

emotional aspects of their work, and by the difference between this and their 

personal abilities to articulate these aspects clearly and eloquently.  It was as if 

they were speaking two different languages.  It seemed to me that the tensions 

this caused were not helpful for the managers themselves, and were therefore 

perhaps also unhelpful for their staff and service users.  Initial informal questioning 

indicated that Sure Start managers and their colleagues agreed with this 

assessment.  I wanted to help to reduce this tension if I could, and wondered 

whether I could find a way if I studied it in detail through doctoral research.  



4 

I was working with other public sector partnerships as well as Sure Start at the 

time, both within and beyond children s services, as a consultant and as a 

researcher.  I find partnership working endlessly interesting but feel continually 

frustrated by the narrow requirements of research commissioners.  There is so 

much more to partnership working than mapping exercises, needs assessments 

and evaluations can reveal.  It occurred to me that perhaps doing a PhD would 

offer a way for me to research something I found interesting, in a way that I chose, 

without the restrictions placed on me by a commissioner.  From the very 

beginning, therefore, I have aimed to take as holistic an approach as possible to 

this research in an attempt to do justice to the complexity of the situation.  This has 

caused problems that a more focused approach could have sidestepped (although 

I am sure a different approach would have brought problems of its own).  Also, it is 

arguable that in the process of aiming for breadth of vision I have ultimately 

sacrificed depth of perception (Thompson 2000:87).  Nevertheless, I would still 

contend that complex issues can be usefully explored in a wide-ranging, cross-

disciplinary style, taking in as much as possible from previous research and 

academic theory, as well as making use of lived experience.  

So in that spirit I began reading around the subjects of partnership working, 

emotion, and organisations.  These bodies of literature offered some appealing 

reasons for studying the emotion of Sure Start managers beyond my own personal 

interest in the subject.  Studies of emotion in organisation have shown that it is 

routinely excluded from professional life at all levels (e.g. Fineman 1993:1, Rafaeli 

and Worline 2001:97, Davies 2003:197).  There is now a broad body of literature 

on UK public sector partnerships, including area-based initiatives (ABIs) with 

community involvement such as Sure Start (e.g. Balloch and Taylor 2001a, 

Glendinning, Powell and Rummery 2002, Sullivan and Skelcher 2002).  However, 

the emotional aspects of working in such partnerships have only just begun to be 

studied (e.g. Smith and Bryan 2005).  Previous research into the emotional 

aspects of working in public sector organisations focused mainly on those at the 

sharp end such as social workers (e.g. Fineman 1995) or nurses (e.g. Meerabeau 

and Page 1999).  Research into the emotional aspects of managers work has 

mostly taken place with participants from the private sector (e.g. Hochschild 1993).  
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So studying the emotional responses of Sure Start managers to their work could 

help to address these gaps in the literature.  

Furthermore, the emotion literature suggested that emotional aspects of the work 

of Sure Start managers could prove to be particularly interesting.  The pioneer of 

research into emotion in the workplace, Arlie Hochschild, identified two 

components of emotion management: managing one's own emotions, and 

managing the emotions of others (1983:7).  As well as their own emotions, Sure 

Start managers also have to manage the emotions of around 40 staff in their own 

team; of service users including parents, carers, children and other members of 

the local community; and  albeit to a lesser extent  of anyone else they come 

into contact with, such as staff from partner agencies, senior managers, local and 

national government officials, and community members who do not use Sure Start 

services.  It was evident that Sure Start managers did manage their own emotions 

and those of many others  but how did they do this?  

As Sure Start managers responded to the changes foisted on them by the 

Government in 2003 through the advent of Children s Centres (see below for 

details), I saw them begin to experience their working world not only as complex 

but also as more and more ambiguous and uncertain.   I started to wonder how 

they made sense of it all.  The partnership literature did not seem to address this 

question: there was very little literature concerned with Sure Start, or with the 

emotional labour (Hochschild 1983) or experience of the managers of ABIs.  

However, the literature on organisations suggested links between emotion, story 

or narrative, and sense-making (e.g. Gabriel 2000, Holman and Thorpe 2003, 

Cooren and Fairhurst 2003, Sims 2004).  Were Sure Start managers using the 

stories they told in informal settings to help them make sense of their emotional 

and other experiences?  

So, as my reading developed and I made links between the knowledge I had 

gained from my work and the knowledge others had gained from theirs, I was able 

to formulate some key research questions:  

1. How do Sure Start managers manage their own feelings and emotions? 
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2. How do Sure Start managers manage the feelings and emotions of others? 

3. How do Sure Start managers navigate through the complex, ambiguous and 

uncertain emotional experiences of partnership working? 

4. How do Sure Start managers make sense of their emotional experiences?  

These questions could have been applied to the managers of any ABI, but my 

personal closeness to Sure Start, combined with the lack of academic literature on 

the initiative, made it an obvious and appealing subject of study.  

Theory: The Background

  

My own professional research and consultancy practice rarely provides 

opportunities for me to engage with academic theory.  This was a gap in my 

personal knowledge and experience that undertaking doctoral research might help 

to fill.  But the sheer volume of potential reading was daunting.  It was necessary 

to select what would be most useful from the vast body of theoretical literature, in 

a way that was considered rather than arbitrary.  And this would need to be done 

within the wide-ranging approach to the research, rather than narrowing in on one 

theorist or type of theory and using that as a lens through which to focus all the 

research.  Perhaps the four key themes of the thesis  partnership working, 

emotion, story and language  could act as a frame for the theoretical literature.  If 

the work of a theorist seemed directly relevant to one or more of these, it would be 

in the frame and so could be included.  If not, it was out of the picture.  

So this thesis draws on the work of sociological theorists (e.g. Lupton 1998, 

Shields 2002), emotion theorists (e.g. Hochschild 1983, Goleman 1996), 

organisation theorists (e.g. Fineman 1993, Gabriel 2000), partnership theorists 

(e.g. Newman 2001, Huxham and Vangen 2005), anthropological theorists (e.g. 

Irvine 1990, Lutz and Abu-Lughod 1990), cross-disciplinary theorists (e.g. Melucci 

1996, Craib 1998), psychological theorists (e.g. Zajonc 1980, Buck 1991), 

language theorists (e.g. Holman and Thorpe 2003, Crystal 2005), methodological 

theorists (e.g. Alvesson and Sköldberg 2000, Mauthner et al 2002) and narrative 

theorists (e.g. Patterson 2002, Riessman 2002a).  Arguably, there are many other 

types of theory that could have been drawn on.  For example, the focus on 
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emotion might lead to an expectation that psychoanalytic theory would be 

included.  However, psychoanalytic theory focuses heavily on the individual s 

internal world and very little on people s interactions in context, and therefore does 

not fit with the wide-ranging approach; it does, however, inform the work of 

theorists whose work has been included, e.g. Lupton (1988), Froggett (2002) and 

Cooper and Lousada (2005).  In another example, my personal feminist 

perspective (see chapter 4 for details) might have led to an expectation that 

feminist theory would be central to this research.  However, feminist theory as 

such primarily addresses issues stemming from gender, and including gender as a 

fifth key theme seemed likely to broaden the already broad approach to the 

research a little too far.  However, again, feminist theory does inform the work of 

others who have been included, e.g. Newman (2001) and Mauthner et al (2002).  

Although the aim was not to find a single theorist or type of theory whose work 

could provide a lens for the whole of this research, the work of Hans-Georg 

Gadamer, who developed a theory of hermeneutic interpretation, came to 

underpin the work.  Hermeneutics is the theory of interpreting written texts, and 

was originally devised by 16th-century philosophers struggling over interpretations 

of Biblical texts (Fay 1996:142).  Over the last five centuries a variety of 

hermeneutic approaches have been developed and hermeneutics now has many 

meanings (Crusius 1991:3).  A number of commentators have put forward 

different typologies of hermeneutics (e.g. Crusius 1991:5 6).  Broadly, there 

appears to be a divide between positive philosophical or ontological 

hermeneutics, based on the work of Heidegger, Ricoeur and Gadamer, and 

negative or deconstructive hermeneutics of suspicion , stemming from the work 

of Nietszche and Derrida (Hekman 1986:92, Kinneavy 1991:xii).  But all are based 

around attempts to interpret texts.  These are mostly written texts, although the 

word text has come to be used more widely in the process.  

Hekman compares the approaches of Gadamer and Derrida, and finds some 

overlaps.  For example, both reject the notion of an ultimate foundation for truth, 

both make it clear that they are not attempting to offer a method for philosophy or 

for the social sciences, and neither accepts the principle that an author s intention 
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can define the meaning of a text (Hekman 1986:193).  But there are also very 

significant differences.  

Derrida s approach involves the deconstruction of texts, identities, theories etc, by 

reducing them to their component parts or signs .  In the case of written text, the 

text itself is seen as all-important, with the author s intentions, the subject of the 

text, and the context within which the text is studied all regarded as irrelevant.  

Ideas such as the development of knowledge, or emancipation through 

knowledge, are viewed as illusions (Delanty 1999:102 3).  This is a radical 

approach that has proved very influential in fields such as literary theory and 

criticism, media studies and social theory (Hekman 1986:192).  Even confirmed 

Gadamerians acknowledge the importance of this approach, although for them it is 

only a part of the interpretative process rather than the process as a whole (e.g. 

Crusius 1991:8,47).    

Gadamer s approach, by contrast, emphasises the importance of context for 

interpretation.  Context is given a wide meaning and includes the external 

contexts of time and place as well as the internal context of the interpreter s 

preconceived ideas.  He also emphasises the importance of language, stating that 

the entire process of interpretation is linguistic (Gadamer 1975:345) (this will be 

discussed in more detail in chapters 3 and 4).  So, for Gadamer, any interpretation 

will depend on historical, geographical and temporal context, the language(s) 

used, the preconceived ideas of the interpreter, and the interpreter s ability to 

assess their own interpretation against their preconceived ideas  and vice versa.  

A truthful, non-arbitrary interpretation is either one that holds up when it is 

examined against the interpreter s existing ideas, or one that causes a change in 

those ideas: a new understanding.  For Gadamer, the craft of interpretation 

resides in the dialogic act of assessing existing understanding against new 

information (Gadamer 1975:236 7).  

Because of the emphasis on context, in Gadamer s approach there can be no 

definitive, final, correct interpretation of any text (Crusius 1991:6, Gergen 

1994:193, Fay 1996:143).  Yet there is rigour in his approach.  The interpreter 

must examine explicitly the legitimacy, i.e. the origin and validity, of the fore-
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meanings present within him [sic] (Gadamer 1975:237).  If this examination is 

made explicit, anyone seeking to evaluate the interpretation will be able to take 

into account the preconceived ideas of the interpreter (although of course they can 

only do so to the extent that their own preconceived ideas permit).  This is what is 

now called reflexivity or reflexive working .  The process began in the first section 

of this chapter, permeates the entire research process, and will be discussed in 

more detail in chapter 8.    

The Gadamerian approach can therefore provide a helpful theoretical 

underpinning for the interpretative, reflexive work of the qualitative social 

researcher.  The researcher interprets academic literature and primary data, 

aiming to produce interpretations that are far from arbitrary but do not claim to be 

definitive.  And while no interpreter can ever provide a complete picture (Crusius 

1991:14), the researcher can help those who will be reading and interpreting his or 

her research by giving information about the context for the research process and 

for his or her own interpretations.  That is the purpose of the first section of this 

chapter and of chapter 8.  

That is the background for the research.  Now I will consider each key theme in 

turn  partnership working, emotion, story and language  before giving an outline 

of the thesis.  

Partnership Working

  

One particular form of partnership that has been developed over the last 20 years 

is the ABI.  There have been many ABIs in the last two decades, such as Health 

Action Zones, Education Action Zones, New Deal for Communities, Single 

Regeneration Budget partnerships, and Sure Start.  Each of these initiatives aims 

to reduce geographical inequalities of deprivation and social exclusion with 

involvement from the local community.  There has been considerable interest in 

these partnerships from the academic community, resulting in a significant body of 

literature (e.g. Barnes and Sullivan 2002, Dickson et al 2002, Lawless 2003 and 

Rhodes, Tyler and Brennan 2003).  However, papers focusing on Sure Start have 

only recently begun to appear (e.g. Gustafsson and Driver 2005, Smith and Bryan 
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2005, Glass 2006).  It may, therefore, be helpful to outline the context and history 

of Sure Start here.  

Sure Start was an ABI introduced by the New Labour government in 1999, 

intended to bring a variety of public sector professionals together with local 

communities to improve the life chances of parents-to-be and families with 

preschool children in areas of deprivation (DfES 2002:3).  Since its election in 

1997, New Labour has overseen a period of enormous and rapid change in the 

public sector, with particular emphasis on partnership working within its 

'modernisation agenda' (this will be discussed in more detail in chapter 2).  When 

Clarke and Newman were writing about the managerial state in 1997, they were 

focusing primarily on organisations as public sector partnership working was still in 

its infancy.  By the beginning of the next century, Huxham and Vangen, focusing 

mainly on the public and not-for-profit sectors at that time, were able to describe 

partnerships as a commonplace part of institutional life (2000:772).  Partnerships 

had been created at government level such as the Social Exclusion Unit (Wade 

and Barnett 1999:113) and the Sure Start Unit (Glass 1999, cited at 

http://www.surestart.gov.uk/_doc/P0001720.doc); at strategic inter-agency level 

such as Drug Action Teams and Health Action Zones (South and Teeman 

1999:70), and at operational level involving service user representatives such as 

Area Child Protection Committees (DOH/HO/DfEE 1999:35 6) and local Sure 

Start partnerships (DfES 2002:12).  Analysis of policy documents shows that at 

this stage, partnerships brought organisations together, but that new Government 

initiatives soon began to create partnerships that involved other partnerships.  For 

example, Quality Protects was a partnership initiative launched in 1998 with £375 

million funding for three years and extended in 2000 to five years with another 

£510 million funding (Laurent 2001:14).  Quality Protects was intended to improve 

the effectiveness of children s social services (Department of Health 1999:1) by 

linking social services departments with other local authority departments including 

education, housing, leisure, the NHS, and voluntary sector agencies, and with 

partnerships such as Youth Offending Teams (Department of Health 1999:2 3).  

Quality Protects partnerships also regularly included representatives from other 

partnerships such as Health Action Zones, Community Safety Partnerships and 

Sure Start partnerships.   

http://www.surestart.gov.uk/_doc/P0001720.doc
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Sure Start partnerships were first implemented in 1999 and were unusual in a 

number of ways.  Funding for Sure Start was established through the innovative 

cross-cutting spending review of services for young children involving eleven 

different Government departments and four different Government units, including 

the Departments of Education and Employment (as it then was), Health, Social 

Security, the Treasury and the Home Office (Glass 1999).  This funding was 

generous and was committed for up to ten years, which was unusually long-term 

for such an ABI.  The implementation of Sure Start was managed by a multi-

disciplinary team of civil servants from the Treasury, Department for Education 

and Employment1, Department of Health and Department of Environment, 

Transport and the Regions (as it then was) (ibid).  I was told in 2001 by senior civil 

servants that it was the first initiative ever to be managed centrally by such a 

partnership, although I have not been able to substantiate this information.  

Each Sure Start partnership was managed by a board, akin to the board of 

trustees of a voluntary sector organisation, which was required to include service 

users in the form of local parents and community members as well as professional 

statutory and voluntary sector representatives.  This board had the power to make 

final decisions about the partnership s management, including its financial 

management.  Each partnership employed its own staff from a variety of 

professional backgrounds such as health visiting, community development, 

nursery teaching, the voluntary sector, midwifery and administration, as well as a 

manager to lead the partnership.  In these respects Sure Start partnerships were 

unusually autonomous, and as each partnership also had its own dedicated 

building, they could look from the outside more like organisations than 

partnerships.  (This will be discussed in more detail in chapter 2.)  

Each Sure Start partnership was required to meet targets from the Government s 

Public Service Agreement (PSA), such as to reduce the number of pregnant 

women smoking and to increase the number of new babies being breastfed, but to 

do so in an appropriate way for the local area (DfES 2002:4 5).  For each Sure 

Start partnership, existing statutory or voluntary sector agencies would take the 

                                                

 

1 Now the DfES 
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role of lead body , responsible for planning and setting up the partnership, and 

accountable body , responsible for managing the partnership s money and 

administering the employment of its staff.  The way this was done was also locally 

determined (ibid:8).  In some cases the same agency played both roles, in other 

cases two agencies worked together.  In some local authorities one agency acted 

as lead and accountable body for all the Sure Start partnerships in all rounds; in 

others, different agencies acted for different partnerships.  There were even a few 

examples where a Sure Start partnership was led by another existing partnership 

(Ball 2002:32).  I witnessed some local authorities using forethought and making 

deliberate choices about how they managed this process, while in others an ad 

hoc approach was evident.  

Emotion

  

Partly because of the relative autonomy of Sure Start partnerships, the manager s 

position was quite isolated, as if at the thinnest point of an hourglass (appendix 1).  

Below were the partnership s staff, other professionals working in the area and the 

local community.  Above were the lead and accountable bodies, the board, the 

local authority, the regional team at the regional Government office, the central 

team at the Sure Start Unit in London, the national evaluation team and the 

Government.  As a result of the unusual levels of autonomy available to Sure Start 

managers, the post largely seemed to attract intelligent individualists, self-

motivated people full of ideas, hard workers who were highly committed to the 

well-being of families with preschool children: perfect examples of public officials  

who care too much (Hoggett 2005:185).  The Government guidelines were not 

too onerous, the remit was uncommonly flexible, innovation was welcomed, and 

there was more money in the budget than usual.  Experience of working with Sure 

Start managers during this period suggested that they worked very hard and often 

expressed feelings of isolation, but were enthusiastic about the job despite its 

demands.  

In 2003 this began to change.  In June 2003 the Cabinet post of Minister for 

Children was created (Moss 2004:6).  In September 2003 the green paper Every 

Child Matters was published, stating that Children s Centres would be created in 
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each of the country's 20% most deprived neighbourhoods to provide nursery 

education, family support, employment advice, childcare and health services 

(HMSO 2003:7).  In his December 2003 pre-budget report, Chancellor Gordon 

Brown announced the Government s long-term plan to create a Children s Centre 

in every community (Moss 2004:4).  Local authorities were given strategic 

responsibility for developing Children s Centres from existing provision, including 

Sure Start partnerships (ibid).  

Experience of working with Sure Start managers during this period suggested that 

these changes caused managers to worry about losing their autonomy, at best, or 

their jobs, at worst.  The data collection for this research took place within the 

period of apparent highest uncertainty for Sure Start managers, between late 2003 

and early 2005.  During this period, I noticed that many Sure Start managers 

appeared to move from being highly motivated, vocal and active to feeling 

depressed, powerless and apathetic.  This seemed to be a direct result of the 

unexpected changes in their working conditions, the uncertainty that caused, and 

the likelihood that they would not be able to complete the tasks they initially signed 

up to achieve.  

It is widely acknowledged that change in the workplace engenders a broad range 

of feelings and emotions that are challenging to manage (e.g. Cockman, Evans 

and Reynolds 1999:240, Jones 2003:2, Smith and Bryan 2005:204).  The pace of 

change in public services generally, and services for children and families in 

particular, seems to have speeded up considerably since Labour came to power in 

1997  and to be still increasing.  New legislation, guidance and reports are 

constantly being produced.  Recent examples include: Sure Start planning and 

delivery guidance (1999 2006), guidance on working together to safeguard 

children (DoH/HO/DfEE 1999 and HM Government 2005a), Lord Laming's report 

into the death of Victoria Climbié (Laming 2003), Every Child Matters (HM 

Government 2003), children's centres guidance (DfES 2003, Sure Start Unit 

2005), revision of the 1989 Children Act leading to the Children Act 2004; Every 

Child Matters: The Next Steps (DfES 2004a), Every Child Matters: Change for 

Children (DfES 2004b), guidance on working with the voluntary and community 

sector 'to deliver change for children and young people' (DfES 2004c), the 
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National Service Framework for Children, Young People and Maternity Services 

(DoH 2004), guidance on interagency co-operation to improve the wellbeing of 

children (HM Government 2005a), the 'prospectus' for extended schools (DfES 

2005), Youth Matters (HM Government 2005b), and the Childcare Bill which is 

going through parliament at the time of writing.  This is by no means an exhaustive 

list.  Also, much of this guidance is very long and detailed: for example, the 

National Service Framework is made up of several different documents, and the 

2005 version of Working Together to Safeguard Children runs to 200 pages.  This 

means that there is a great deal of information for managers in organisations and 

partnerships to absorb and respond to.  But within this proliferation of information, 

there has been little information about what impact Children s Centres would have 

in practice on existing Sure Start partnerships (NESS 2005:140 141) and nothing 

about the emotional impact of the changes on Sure Start managers, or on the staff 

or service users whose emotions those managers also had to manage.  Nor, until 

Smith and Bryan s paper in 2005, was the issue of emotion in Sure Start 

partnerships addressed in the academic literature.    

Story

  

But in the cafés, pubs, kitchens and living rooms where Sure Start managers and I 

met informally, there had always been endless stories of how it felt to do the job 

they were doing.  Stories of triumphs and disasters, gains and losses, heroes and 

villains; funny stories, sad stories, thought-provoking stories; stories that were 

fascinating, depressing and entertaining.  Some were improvised and some 

rehearsed; some were told by one person, others by two or more; some were 

fragmented or partial, others complete.  But all of these stories expressed and 

shared the emotions that, I was coming to suspect, the managers could not 

express or share when speaking their professional language.    

As discussed above, I found that the academic literature on organisations 

supported the idea of a link between story and emotion.  The methodology 

literature suggested that story could be used as a method of data construction 

(e.g. Winter, Buck and Sobiechowska 1999, Labonte, Feather and Hills 2000, 

Abma 2003).  After much reading and thinking, I devised and piloted the Multi-
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Story Method (MSM), in which a small group of people take it in turns to tell a 

fictional but authentic story on a given topic and then discuss the issues raised by 

the story in its own terms.  I used the MSM with three groups of four Sure Start 

managers, giving them the topic How does it feel to work in partnership as a Sure 

Start manager? .  This method yielded quantities of rich data on the varied 

emotional working lives of Sure Start managers.  Three coding frames were used 

with the data: one emergent coding frame, based on my experience, 

understanding, feelings and knowledge; one based on the partnership and 

emotion literatures reviewed in chapters 2 and 3 of this thesis; and one based on 

the narrative analysis literature.  Interpretation of the coded data provided enough 

information to enable initial answers to the research questions.  (Methods of data 

collection, construction and interpretation used, and the distinction between 'story' 

and 'narrative', will be discussed in detail in chapter 4.)  

Language

  

Following Gadamer, this research focuses on language in context.  Organisations, 

and I would assert therefore also partnerships, are primarily created and 

maintained through written and spoken language (Cooren and Fairhurst 

2004:804).  A review of written academic and policy literature forms the basis for 

the context-setting chapters on partnership (chapter 2) and emotion (chapter 3).  

Data was constructed using spoken language, converted into written language by 

a process of transcription, and analysed using language to code and frame the 

data.  This process is outlined in chapter 4.  Spoken language was chosen as the 

medium for data construction because of its close links to emotion (Crystal 

2005:76,463).  During the data construction process, some notes were taken of 

participants body language, and during the transcription process, notes were 

taken of pauses.  It was also evident that one participant in each group spoke less 

than the others.  Silence can be a way of exercising power (Noble 1999:195), and 

it is potentially interesting in this context that all three of the quieter participants 

were male, as there is a well-established relationship between power and gender 

(e.g. Radtke and Stam 1994).  However, there is insufficient data available to draw 

any conclusions from this, as the sample was small and the main focus of the data 

interpretation was on the meanings that could be divulged from the spoken 
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language converted into text.  Data interpretation, covered in chapters 5 and 6, 

was therefore conducted as written interpretations of written data.  A discussion of 

the research process, taking the interpretations further in the light of the literature 

reviewed, is given in chapter 7.  

The particular form of spoken language selected to catalyse the data construction 

process was the oral story.  The story is a linguistic form that is intimately linked to 

the expression and creation of emotion, as discussed in chapter 3.  It was 

recognised early in the research process, from initial data collection and analysis 

using traditional research techniques, that the professional language of the public 

sector  and therefore of Sure Start  had an impoverished emotional vocabulary 

(full details in chapter 4).  The words available to people bound the nature of their 

thinking (Rheingold 1988:4), so Sure Start managers in their professional 

personas  and therefore restricted to their professional vocabularies  found it 

very difficult to speak of their emotions.  The use of fictional but authentic stories 

enabled them to access and discuss their feelings and emotions, and to create 

and share meaning.    

The initial intention was simply to use stories as a springboard for discussion.  

However, the narrative analysis literature suggested that discussion could also 

contain stories.  Investigation of the data in the light of the narrative analysis 

literature uncovered 108 identifiable stories within the 12 discussions.  

Interpretation of these stories enabled a fuller exploration of the emotional 

experience of Sure Start managers.  This will be outlined in chapters 6 and 7.  

As with most research, this thesis is also written as a story.  It has a narrative 

structure with clear links from one section to the next, one chapter to the next.  It 

aims to tell the story of the research from beginning to end in a way that will be 

coherent for a reader.  It does not, of course, tell everything that could be told; that 

is not possible (Lemert 1999:440).  And because of the reliance on language, as 

well as the difference between a reader s preconceived ideas and the writer s, it 

may be difficult for a reader to analyse what has been left out.  This is also difficult 

for the writer, as people s conscious choices about communication through writing 

or speech are never completely within their own control (Crystal 2005:282).  In an 
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attempt to create more opportunities for wider understanding, chapter 8 of this 

thesis has been written as a fictional but authentic story, reflecting on some of my 

own feelings and emotions about the research process.  Taking these seriously is 

intended to strengthen the research, as my feelings and emotions are an integral 

part of my work (McLaughlin 2003:69).  The research could be strengthened 

further through this story if it enables readers to understand and share some of my 

feelings and emotions, as well as generating others of their own that could serve 

as a basis for discussion.  

Contribution

  

So what contribution could this thesis make to knowledge and to practice?  The 

potential for contribution is three-fold: to academic knowledge, to social research 

practice, and to public sector management policy and practice.  

In terms of academic knowledge, most of my findings are in alignment with the 

existing partnership or emotion literature.  The few remaining findings offer 

potential contributions to these literatures.  For example, I have established that 

the theme of performance, as an individual method of managing choices about 

showing and hiding emotions in the workplace, does not seem to be featured in 

the partnership literature.  I also found that people working as Sure Start 

managers need a wide emotional range to draw on to create convincing emotional 

performances, and this enriches the conceptualisation of emotional labour found in 

the emotion literature.  Also, I have made initial suggestions for links between the 

themes in the partnership literature and specific emotional responses, and this 

offers a new area for exploration within the partnership literature.  The relationship 

between emotion, professional language and personal language is highlighted in 

chapter 5, which adds another dimension to the account of the relationship 

between language and emotion found in the emotion literature.  As shown in 

chapter 6, the focus on the emotional dimension of partnership working enabled 

me to conceptualise a triad of three-way links between power, emotion and 

language; language, emotion, and meaning; and story, emotion and meaning, as 

shown in Figure 1.  
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Figure 1: The Triad of Three-Way Links

          

These relationships were discussed in more detail in chapter 7, and chapter 9 

suggested ways in which they could be explored further, offering potential 

contributions to both the partnership and emotion literatures.  Furthermore, the use 

of stories has proved to be fruitful in researching emotions in partnership settings, 

as it has been for many years in researching emotions in organisational settings, 

and this offers another potential contribution to the partnership literature.  

With respect to social research practice, the use of fictional stories as vehicles for 

data construction is innovative, as is the use of different coding frames with 

computer-assisted qualitative data analysis software for the data interpretation.  

The methods of data construction and interpretation used for this research may 

offer a small contribution to the burgeoning debate on new qualitative research 

methods (Rapport 2004:12 13).  

When the research was planned in late 2002 and early 2003, the plans for 

Children s Centres had not been publicised, and indications were that Sure Start 

managers would remain in position for a further 8 10 years.  I hoped to raise 

awareness and understanding of the contribution that Sure Start managers 

emotions can make to the work they do, and conversely how ignoring the 

emotional contribution of such managers can adversely affect the work they do, 

and therefore ultimately have a detrimental impact on the users of the services 

they manage.  All Sure Start programmes became Children s Centres in April 

2006, so there can now be no direct contribution to the work of Sure Start 

managers.  However, although this research has been distinctive in taking Sure 

emotion power story 

language meaning 



19 

Start managers as its focus of study, many of its findings are in alignment with the 

partnership literature, so what has been learned is likely to apply in other 

partnership contexts.    

This thesis will demonstrate that Sure Start managers were, and needed to be, 

skilled emotion managers.   Yet it appears that they became emotion 

entrepreneurs despite a working environment in which emotion is marginalized 

while implicit feeling rules abound.  There is no mention of emotion in their job 

descriptions or in the official policy guidance documents they are expected to work 

from.  Their supervision arrangements often seem to be unsatisfactory.  As 

emotion plays a key role in such managerial necessities as reasoning (McLaughlin 

2003:68) and decision-making (Bechara 2004:30), it seems short-sighted at best 

to continue to marginalise it.  So, with regard to public sector management policy 

and practice, it is hoped that the findings of this research will contribute to the 

professional acknowledgment of emotion s central role in the management of 

children s services and public sector partnerships.  

Thesis Outline

  

So, to recap, the remaining chapters will be structured as follows:  

Chapter 2 will review some of the relevant academic and policy literature on 

partnership working.  

Chapter 3 will review some of the relevant academic literature on emotion, both 

general theoretical literature and literature on emotion in organisations.  

Chapter 4 will describe the methodology used for this research.  

Chapter 5 will provide a thematic interpretation of the data based on the first two 

coding frames.  

Chapter 6 will provide a story interpretation of the data based on the third coding 

frame. 
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Chapter 7 will bring together some of the themes from the data interpretation in 

chapters 5 and 6, and consider them in the light of the literature reviewed in 

chapters 2 and 3.  It will then use an interpretative approach to begin to address 

the research questions.  

Chapter 8 will take a reflexive look at the research process.  

Chapter 9 will conclude the thesis by bringing together all the topics discussed in 

the earlier chapters, considering some of the strengths and weaknesses of the 

thesis, and looking forward to possible avenues for future research.  

Conclusion

  

Partnership and emotion are both slippery, wriggly subjects that are difficult to 

delineate.  Attempts to study them raise issues of terminology, definition, 

interpretation and meaning.  These will be discussed more fully in later chapters.  

Throughout this thesis context is taken as one key to understanding and open-

mindedness another.  As time passes and more is learned, the context changes 

and so new interpretations can be made.  This does not render existing 

interpretations meaningless or pointless; they may continue to be useful.  It does, 

however, mean that an existing interpretation, however satisfying or convincing, 

can never be regarded as definitive.  

This chapter has given the reflexive and theoretical background to this research.  It 

has outlined the history and context of Sure Start, explained what a Sure Start 

partnership is, and discussed why the emotional labour of its managers might be 

an interesting subject of study.  The chapter has outlined how such research could 

be done using story and language as investigative tools.  It has discussed what 

contribution the research might make to knowledge, understanding and practice, 

and has given an overview of the structure of this thesis.  The next chapter will 

expand on this context-setting by reviewing some relevant academic and policy 

literature on partnership working.  
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Chapter Two  Partnership Working

  
Introduction

  
The focus of this thesis is how it feels to work as a manager of a Sure Start 

partnership.  This chapter will draw on the academic literature on partnership 

working, Government policy documents, and my own experience of working with 

Sure Start managers from 2000 to 2005.  It will also discuss the broader context of 

New Labour's modernisation agenda.  The aim is to outline part of the context for 

the participants experiences and for my interpretations of their experiences (which 

will be covered in detail in chapters 5 and 6).    

In the Introduction to this thesis, the context for today s public sector partnerships 

and the history of Sure Start were briefly reviewed.  This chapter will consider 

whether Sure Start is really a partnership or an organisation in disguise.  Then 

some of the relevant themes appearing in the academic and policy literatures 

about working in partnership in general, and managing partnerships in particular, 

will be reviewed.  These include power, trust, complexity, communication and 

identity.  New Labour's modernisation agenda will be examined with particular 

reference to the key theme of power.  The barriers to and enablers of partnership 

working are also prominent in the literature and will be discussed as part of the 

context-setting process.  As these themes are reviewed, differences between the 

academic and policy literatures will be assessed.  Then some of the implications of 

these contextual issues for managing Sure Start partnerships will be outlined.  

The terminology of partnership working is imprecise and confusing (e.g. Braye 

2000:9, Hudson 2000:255, Miller, Freeman and Ross 2001:3).  This can cause 

difficulties in writing, thinking and talking about the subject.  For clarity, therefore, I 

will use the term partnership working to indicate a situation where people from 

two or more disciplines, organisations, sectors  or even partnerships  come 

together to address a task or issue.  As shown in the Introduction there is a huge 

range of public sector partnerships, so one danger of using the term in this way is 

that it could have a homogenizing effect.  However, as this thesis focuses on the 
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management of Sure Start partnerships alone, the clarity achieved seems worth 

the risk.   

Sure Start: Partnership or Organisation?

  

Sure Start partnerships resemble organisations in a number of ways.  Each Sure 

Start partnership has its own building, its own manager, its own budget and its 

own staff and volunteers.  Sure Start could even be said to have developed its 

own culture, as organisations do (e.g. Lovell and Cordeaux 1999:87, Gabriel 

2000:2, Parker 2000).  This culture is often described as the Sure Start ethos 

(Eisenstadt 2002:4, NESS 2005:19) or Sure Start principles (DfES 2002:6).  Its 

central features are achieving better overall outcomes for children through working 

in local partnerships that involve service users, resulting in local solutions being 

found to national problems (DfES 2002:12, Eisenstadt 2002:4).  

But there are also a number of ways in which Sure Start partnerships differ from 

organisations.  Some of these are concrete, such as the fact that Sure Start 

partnerships employ multi-agency staff teams that aim to work with families in a 

holistic way (NESS 2005:22).  Others are more abstract.  For example, the 

distribution of power across the boundaries of Sure Start partnerships, with their 

dependence on many organisations and groups, is different from that across the 

boundaries of organisations which like to work independently and preserve their 

traditional territories (Balloch and Taylor 2001b:288).  Then, within Sure Start 

partnerships, the Sure Start culture explicitly gave more power to service users 

(i.e. parents), and to the new partnership as a whole, than many of its members 

would have done if left to themselves  and, in the process, removed the choice of 

organisations to work independently within the Sure Start context.  This is shown 

in the Government guidance, which says, for example:  

No single group should dominate proceedings and care must be taken to ensure 

all partners, and in particular parents, are able to make their voices heard. (DfES 

2002:12)  
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This indicates that if enough care is taken , every voice in the partnership can be 

heard.  But reducing power imbalances in a partnership like Sure Start may not be 

quite so simple, particularly within the context of the Government's modernisation 

agenda (discussed further below).  

Power

  

The balance of power between agencies and groups within partnerships has been 

found to be dynamic, not static (Huxham and Vangen 2005:178 9) and this is the 

case with Sure Start partnerships (Ball 2002:32,38).  Some commentators are 

suspicious of the idea that power can truly be redistributed through inclusive 

partnership (e.g. Byrne 2001:257, Froggett 2002:27).  Others assert that, to some 

extent at least, power could be redistributed in this way (e.g. Forester 1999:9, 

Mayo and Taylor 2001:53, Robinson and Shaw 2003:30).  There is some evidence 

that in Sure Start power has been redistributed (e.g. NESS 2005:19,22,118 119), 

although others might question how far this really goes (e.g. Beresford and Hoban 

2005:25, Gustafsson and Driver 2005:541).  Sure Start partnerships seem to have 

been a temporary and partial exception to the general trend of community care 

becoming more centrally managed, as discussed above.  To that extent some 

power was genuinely dispersed, but not so far that it could not be taken back 

again through the advent of Children s Centres (NESS 2005:137).    

From the discussion so far, it could seem that power is a one-dimensional 

concept.  In fact different types of power are conceptualised in different ways by 

different academic writers on partnership.  Some use a Weberian or 'zero sum' 

approach to power, where a gain in power by one person or agency necessarily 

means a loss for another; others use a Foucauldian or 'variable sum' approach, 

regarding power as diffuse, localised and elastic.  Some explicitly draw on 

academic conceptions of power from outside the partnership field, such as the 

work of Lukes (1974, cited by Mayo and Taylor 2001) or Freire (1998, cited by 

Byrne 2001).  Lukes suggested three dimensions of power: the power to make 

decisions, the power to shape or limit the agenda within which decisions are 

made, and the power to influence people s desires and therefore define the terms 

for debate (Mayo and Taylor 2001:40 41).  Freire put forward the concept of 
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empowerment, which for him was a non-negotiable redistribution of power until 

everyone was equally empowered (Byrne 2001:256).  

Other academic writers on partnership formulate their own conceptions of power.  

For example, Forester distinguishes three types of power as political-economic, 

bureaucratic, and social power (1999:9).  He describes power as a political, and 

thus alterable, reality that exists within a political world incorporating foreseeable 

relationships of power (ibid).  Huxham and Vangen conceptualise power as multi-

dimensional but centred around a continuum from power-over (use of power for 

one s own gain) through power-to (use of power for mutual gain) to power-for (use 

of power for altruistic ends) (2005:175).    

Most of the policy literature, by contrast, does not mention power in these terms 

 

if at all.  For example, there is no mention of power in the Children s Centres 

guidance published in 2003.  In the 75-page Sure Start strategic and delivery 

guidance for 2004 2006 there is just one mention, in an appendix, of Sure Start s 

potential to contribute to the national regeneration agenda by empowering 

families (Sure Start Unit 2004:24).  There are a few mentions of power in Sure 

Start evaluations, based on participants raising the subject (e.g. Ball 2002:38,48; 

NESS 2005:20,23,93,118,120,123 4,126,150).  These, again, are mostly framed 

in terms of empowerment.  There are hardly any mentions of power in partnership 

working toolkits, although one does acknowledge that partnership working can 

be empowering (GOSE 2003:7).  So what is the role of power in New Labour 

policy?  

Power and the Modernisation Agenda

  

New Labour set out their agenda for modernisation in a White Paper, Modernising 

Government (HMSO 1999), published two months after the launch of Sure Start.  

Partnership working was a key part of this agenda (Martinez Lucio and Stuart 

2002:252).  Like the Sure Start policy documents, Modernising Government is full 

of upbeat New Labour language about partnership working: 'We want to 

encourage initiatives to establish partnerships in delivering services, by all parts of 

government, in ways that fit local circumstances ' (HMSO 1999:12); 'Modernising 
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Government means a genuine partnership between those providing services 

and those using them' (ibid:23); 'We will Work across organizational boundaries 

to deliver services that are shaped around user needs and policies that take an 

holistic approach to cross-cutting problems ' (ibid:40).  

At first sight this looks like a very hands-off, empowering approach.  However, a 

number of people who studied New Labour's modernisation agenda have 

commented that imposing partnerships on people and organisations does not 

devolve power from government to communities, localities or sectors (e.g. 

Newman 2001:125, Clarke and Glendinning 2002:45, Davies 2002:167, Lewis 

2005:128).  Despite appearances, the White Paper does not offer Freirean 

empowerment through partnership.  It is set firmly in the context of Lukes' third 

dimension of power, where the government defines the terms for debate.    

This is not to say that people within partnerships are powerless  but the use of 

power in partnership settings is seriously limited by a number of factors beyond 

the imposition of the partnerships themselves.  One such factor is the proliferation 

of targets imposed by government (Newman 2001:2).  Modernising Government 

introduced the new Public Service Agreements that would 'provide, for the first 

time, hard targets for improving services' and 'shift the focus decisively from inputs 

to outcomes' (HMSO 1999:40).  Another is the government's need for rapid returns 

on financial investment to please or placate the voters whose taxes were being 

spent (Newman 2001:112).  The now familiar phrase 'quick wins' was not used in 

Modernising Government, but its precursor, 'results', was liberally sprinkled around 

the White Paper.  For example:  

The Government needs to ensure that public bodies are clearly focused on the 

results that matter to people, that they monitor and report their progress in 

achieving these results... We must make clear that additional investment comes 

with strings attached and is conditional on achieving improved results through 

modernisation. We must encourage a commitment to quality and continuous 

improvement, and ensure that public bodies know how to turn this commitment 

into results. (HMSO 1999:35)  
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Another limiting factor is the tension between a newly formed partnership and the 

established organisations that combine to create that partnership, bringing with 

them their 'silo mentalities' (Alcock and Scott 2002:114).  This is partially 

recognised in Modernising Government, which says 'We are working to identify 

and overcome the barriers to closer working between organisations' (HMSO 

1999:40), but fails to acknowledge the difficulties that may arise between 

organisations and partnerships.  Yet another limiting factor lies in the huge number 

of guidance and directives that have been issued by New Labour (as shown in 

Chapter 1), some of which may make conflicting demands (Newman 2001:32).  

This supports the suggestion that government was failing to work across its own 

internal boundaries or impose partnership working on its own departments 

(Newman 2001:123, Downe and Martin 2006:471).    

This is not an exhaustive list of limiting factors, but it is enough to suggest that 

government not only has  and uses  the power to define the terms for debate, it 

also has and uses the power to shape or limit the agenda within which decisions 

are made  Lukes' second dimension of power.  And these forms of power are 

deployed, at least in part, through the profusion of policy literature produced by 

New Labour.  So what of Lukes' third dimension, the power to make decisions?  Is 

that available to people working in partnerships within the modernising agenda?  

Working with groups of senior managers in partnerships around this time, 

Newman found frustration, cynicism, impatience and doubt  but also 'a 

willingness to engage with the focus on innovation and to enjoy the new freedoms 

involved in some forms of partnership activity' and sometimes 'a welcome release 

from traditional organisational constraints and the possibility of new career routes 

 or at least sources of motivation and satisfaction  opening up' (2001:122 123).  

She says  

My emphasis on the constraints to partnership working should not detract from the 

importance of the power of those engaged in partnership working to shape 

agendas and to forge networks and alliances with the capacity to have a long-term 

impact.  (ibid:123)  
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This suggests that people working in such partnerships do have the power to 

make decisions and to influence agendas.  So it may be that government can only 

shape or limit the agenda within which decisions are made to a certain extent.  

How far this applies to Sure Start will be discussed in more detail in chapter 9.  

Newman appears to take a pluralist, Foucauldian approach to power, seeing its 

operation in terms of constraints, tensions and dilemmas.  Other commentators 

take a Weberian zero sum approach.  For example, Alcock and Scott perceive a 

difficulty in redistributing power within partnerships because, for them, the gains of 

some will cause the losses of others (2002:116).  But commentators from both 

approaches agree that the New Labour approach to partnership working can be 

viewed as retaining more power centrally than is devolved to local managers and 

communities (Newman 2001:125, Alcock and Scott 2002:126).  

Trust

  

In much of the academic literature, trust is closely linked to power and is seen as 

an essential feature of successful partnership working (e.g. Hudson and Hardy 

2002:57, Rummery 2002:232, Sullivan and Skelcher 2002:102, McEvily, Perrone 

and Zaheer 2003:99, Vangen and Huxham 2003:6, Dowling, Powell and 

Glendinning 2004:313).  However, trust is not mentioned in the policy literature, 

except in evaluations where the subject was raised by participants (e.g. Ball 

2002:38,45 46,48,58; NESS 2005:33 35).  Empirical research has shown that 

trust in a team s leader appears to have a direct effect on that team s performance, 

and can be critical for their effectiveness (Dirks 2000:1008 1009).  Dirks studied 

American basketball teams, but early evaluation of Sure Start indicates that similar 

principles apply, with more trust being placed in many Sure Start managers by 

their partnerships than would be given to a statutory sector employee at a similar 

level, and progress for the partnership seeming more difficult where this does not 

happen (Ball 2002:48).  

Huxham and Vangen carried out empirical action research in collaborative 

organisations, mostly from the public sector.  They found an apparent link between 

perceived power imbalances and mistrust (Huxham and Vangen 2000:773, 
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Vangen and Huxham 2003:13).  They suggest that building and sustaining trust in 

a complex, ambiguous and dynamic partnership environment is a real challenge 

for managers (Vangen and Huxham 2003:22).   However, they point out that lack 

of trust does not necessarily lead to failure (ibid:26).  A recent study of Sure Start s 

implementation identified trust among partners as an important contributory factor 

for a successful Sure Start partnership (NESS 2005:7).  

Complexity

  

We have seen that the partnership working landscape is a complex and uncertain 

one.  Partnerships such as Sure Start are also complex.  Many layers, dimensions 

and variables are woven together within such a partnership.  For example, 

organisations are represented in the partnership by individuals.  If an individual 

board member or staff member changes  takes a new job, goes on maternity 

leave, retires  the relationship between the partnership and that organisation may 

also change (Hudson and Hardy 2002:57).  Huxham and Vangen, in their work 

with many different partnerships, found that there was often limited understanding 

of who the members of a partnership were, with confusion about whether they 

were the individuals attending meetings or the organisations they represented.  

This was exacerbated by lack of clarity in the relationships between individual 

members and organisational members, the status of individual members, what 

exactly they represented and why (Huxham and Vangen 2000:777).  Huxham and 

Vangen identified this lack of clarity as a potential barrier to effective partnership 

working.  Similarly, Hudson and Hardy suggest that common understanding of the 

need for partnership, and of the interdependencies of partners, is an essential 

prerequisite for successful partnership working.  They also regard it as important 

for partnership members to know about each other s own domains, where core 

business is carried out without involving other partners.  But unless there is full 

appreciation of the extent to which agencies depend upon one another to achieve 

organisational goals , they suggest, effective partnership working is unlikely to 

happen (2002:53 54).  
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Communication

  
Vangen and Huxham see communication as a key feature of establishing and 

maintaining trust (2003:24), as do Clarke and Rummery (2002:73).  And of course 

it is wider than that: communication is viewed as being an essential part of 

partnership working in general, in both the academic and policy literatures (e.g. 

Doherty and Harland 2001:115, Sullivan and Skelcher 2002:100 101, GOSE 

2003:14).  Froggett postulates a link between power imbalances and distorted 

communication (2002:160).  Good communication has been linked with trust in 

Sure Start (NESS 2005:33), and there is evidence that the communication skills of 

Sure Start managers are key to their success (ibid:25 26).  

Identity

  

Organisations, teams and partnerships can develop distinct identities, as do 

individuals.  And the identity of a working individual is often closely bound up with 

the nature of their employment (Beech and Huxham 2003:37).  But identity is not a 

discrete and stable thing ; it can be viewed as constructed and changeable (Craib 

1998:4).   The external or social identities of individuals can be many and varied, 

while the construction of someone s internal or personal identity is a continual 

process of negotiation (Craib 1998:4) or narration and discourse (Maguire et al 

2001:305).  The identities of partnerships can also be viewed as constructed 

through a continual process of discussion, training, and externally imposed status 

(Beech and Huxham 2003:46 47).  The identities of individuals within a 

partnership are inextricably linked with the identity of the partnership itself in a 

complex and ever-changing cycle (Beech and Huxham 2003:45).  And identity, like 

partnership, is complex, ambiguous and changeable (Maguire et al 2001:305).  

It seems that these issues were recognised by the Sure Start Unit.  Partnerships 

were required from the start to develop a distinct sense of identity and shared 

purpose (DfES 2002:12).  A progress report was requested, approximately three 

months after the formation of the partnership, to include details of how you feel 

your partnership is working, what you have done to encourage partnership working 

and whether you have faced any particular difficulties (ibid:13).  The full plan, 
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approximately six months after the formation of the partnership, was expected to 

give full details of the partnership and its operation, including how the partnership 

will continue to work after the plan is approved to ensure that strategic links with 

other initiatives are maintained and lessons learned from Sure Start are fed back 

into mainstream services (ibid:15).  The full plan also had to include the 

signatures of every individual involved in the Sure Start partnership, and to be 

accompanied by signed statements of support and commitment from the most 

senior managers in all the key statutory and voluntary agencies.  The idea behind 

this was to pin down who was in the partnership and what their roles were.  

However, it seems to have been only partially successful, as a Sure Start 

evaluation document in 2005 identified a need for each partnership member to 

understand the basis for their involvement, the parameters of their responsibility 

and the nature of their relationships with the partnership and with each other 

(NESS 2005:29).    

Barriers and Enablers

  

There are many discussions and reviews of barriers and enablers to partnership 

working in the academic literature (e.g. Newman 2001:112 116, Hudson and 

Hardy 2002:52 62, Ling 2002, Sullivan and Skelcher 2002:110 116, Huxham and 

Vangen 2005:10 14).  Identified barriers include conflicting agendas (Ling 

2002:639 640) and conflicting values (Sullivan and Skelcher 2002:111, Hoggett 

2005), existing organisational and professional cultures (Sullivan and Skelcher 

2002:110), prioritising individual or organisational self-interest over the interests of 

the partnership (Hudson and Hardy 2002:59), and unforeseen external change 

(Newman 2001:112, Hudson and Hardy 2002:57).  Identified enablers include 

shared objectives (Newman 2001:115, Hudson and Hardy 2002:55), a flexible, 

adaptable approach (Newman 2001:116), identifying and, where possible, 

reducing power imbalances (Sullivan and Skelcher 2002:111 2, Huxham and 

Vangen 2005:37), building and maintaining trust (Hudson and Hardy 2002:57, 

Huxham and Vangen 2005:37), and clear communication (Huxham and Vangen 

2005:37).  
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Some of these writers also focus on the tensions between barriers and enablers, 

seeing them as opposite ends of a spectrum rather than separate poles.  Ling 

takes a structural approach, proposing four dimensions of joined-up working : 

within each organisation, between organisations, service delivery, and 

accountability 

 
or inwards, outwards, downwards and upwards (2002:625).  

Newman takes a process approach, suggesting four principal imperatives which 

influence partnership working : accountability (clear structures, roles and 

procedures), pragmatism (getting things done), flexibility (adapting to change) and 

sustainability (ensuring long-term development) (2001:113).  For both Ling and 

Newman, more emphasis on one dimension or imperative means a pull away from 

one or more of the others.  For example, Ling points out that effective service 

delivery often requires local knowledge and therefore dialogue with and 

empowerment of local communities.  This can change the pattern of accountability 

so that those who are formally accountable will lose the capacity to determine 

policy (2002:631): accountability is no longer solely upwards , but somewhere 

between up and down.  Newman gives several other examples, such as that a 

pragmatic focus on the delivery of short-term goals may limit sustainability by 

inhibiting capacity-building within partner organisations or with local communities 

(2001:114).    

Managing Partnerships

  

Experience of working with Sure Start partnerships suggests that while Sure Start 

managers receive far more exposure to the policy literature than to the academic 

literature, Sure Start partnerships are much more complex and multi-faceted than 

the policy literature would indicate.  So how can a complex, tension-filled 

partnership be managed in accordance with official literature that appears to 

minimise the complexity and tensions of that partnership?    

Huxham and Vangen take a detailed look at a number of the tensions that may be 

found in partnerships, and at how they may be managed.  They suggest that there 

are many ways to approach any aspect of partnership management, and that 

managerial judgement , based on context and knowledge, is the key to working 

out which action to take to manage a given situation (2005:233 234).  Other 
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sources support this view.  For example, Bardach suggests that the collaborative 

ethos values discretion more highly than obedience (1998:232).  Forester 

suggests that public service professionals need to use discretion and judgement 

(1999:10).  For Hoggett, the judgement and discretion of actors in the complex, 

ambiguous and uncertain public sector partnership environment form the very 

foundations of the system itself (2005:174).    

So Sure Start partnership managers have been working in an environment that is 

extremely complex and uncertain (NESS 2005:7).  They are not unique in this.  

The organisational public service managers studied by Clarke and Newman were 

also working in complex, uncertain environments.  But whereas the management 

style of organisations and organisational managers, as described by Clarke and 

Newman (1997:30), was characterised by a commitment to efficiency, Sure Start 

partnerships and their managers are characterised by a commitment to 

effectiveness (Ball 2002:18, NESS 2005:23), described by Froggett as the culture 

of effectiveness (2002:172).    

The role of Sure Start manager, therefore, has to be performed in a complex and 

rapidly changing external partnership working landscape, and within a dynamic 

internal partnership balance of power.  Drawing on the input of participants, Sure 

Start s own evaluations have demonstrated that for this performance to be 

effective, exceptional flexibility and the ability to manage tensions and dilemmas 

are needed (Ball 2002:47 48, NESS 2005:7).  Individuals who display these 

qualities have been called networkers , reticulists and boundary-spanners (e.g. 

Hudson and Hardy 2002:57, Sullivan and Skelcher 2002:100, Williams 2002:103).  

They can use their influence to navigate skilfully through changing power 

dynamics; inspire trust; communicate effectively; recognise and mediate between 

multiple viewpoints and identities to reduce or resolve agenda and value conflicts; 

and balance the complex tensions and dilemmas that exist within and around 

partnerships for maximum benefit.  Although they may care too much , as Hoggett 

puts it (2005:185), they cannot afford to be altruistic, and need to use their 

discretion and judgement in a hard-nosed way (Williams 2002:117).  For Huxham 

and Vangen, partnership managers need to use their judgement and discretion 

about when to be facilitative and when to be directive (2005:228).  To frame it in 
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their terms, sometimes there is a need to use power-over  albeit with sensitivity 

 
as well as power-to and power-for .  

Unusually in the academic partnership literature, Huxham and Vangen make links 

between power and emotion.  They point out that the use of the term power has 

emotive connotations (2005:174; original italics).  They mention feelings of 

mistrust , concerns , defensiveness and aggression , and frustration as emotions 

linked with feeling disempowered (2005:173 4).  So how does it feel to work as a 

boundary-spanning, power-wielding Sure Start manager?  That question has only 

just begun to be addressed in the academic literature.  Smith and Bryan drew on 

process data from an evaluation of an inner-city Sure Start partnership to look at 

the emotional aspects of partnership working.  They found that Sure Start 

managers needed all of their very considerable emotional reserves to manage 

their partnerships effectively (2005:205).  They confirm that there is a significant 

emotional component to the work of managing a Sure Start partnership.  But they 

do not say what that emotional component consists of, or how it feels to be a Sure 

Start manager.  These are issues this thesis aims to address.    

Conclusion

  

This chapter began by defining partnership working, and argued that in terms of 

the definition used Sure Start is clearly a partnership rather than a pseudo-

organisation.  Then the main themes from the academic partnership literature 

 

power, trust, complexity, communication and identity  were discussed.  These 

themes informed the development of the second coding frame used for data 

interpretation (chapter 4).  Although each theme was considered separately in the 

present chapter, it became evident that they are in fact all inter-related and 

overlapping.  This is clearly demonstrated by the thematic interpretation of the 

data in chapter 5.    

New Labour's modernisation agenda was reviewed with reference to the key 

theme of power.  The barriers to and enablers of partnership working were also 

prominent in the literature, and discussed as part of the context-setting process.  

This chapter compared the academic and policy literatures on partnership working, 
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and demonstrated that policy literature gives an overwhelmingly optimistic view of 

partnership while the academic literature offers a more balanced analysis.  

Partnerships appear to be complex and filled with tension, and the question of how 

such partnerships can be managed in accordance with the requirements of 

optimistic policy literature was addressed.  The academic literature suggests that 

this can be done by people who take a flexible approach, rely on their own 

discretion and judgement, and use power-over when necessary as well as power-

to and power-for.  The next question posed was how it feels to perform such a 

role.  Before beginning to address that question, and to give another dimension to 

the context, the relevant literature on emotion will be reviewed in the next chapter.   
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Chapter Three  Emotion

  
Introduction

  
Emotion has been studied extensively: for thousands of years by philosophers, 

and more recently by literary theorists, psychologists, social theorists, 

anthropologists, physiologists, neuroscientists, sociologists, linguists, feminist 

theorists, historians, psychiatrists and even psychoneuroimmunologists (Lupton 

1998:5,100, Shields 2002:5).  There is, therefore, a colossal body of literature 

(Lyons 1992:295, Reddy 2001:ix), so a process of selection was required.  Most 

reading was taken from the social science disciplines of psychology, sociology and 

anthropology, on the basis that psychosocial theories of emotion would be most 

relevant to this social science thesis.  The work of scholars who studied emotion 

across disciplines also seemed potentially useful for a study of emotion in 

boundary-crossing partnership managers, and three in particular were found to 

offer helpful insights.  They are UK sociologist and psychoanalytic psychotherapist 

Ian Craib, Italian cultural sociologist and clinical psychologist Alberto Melucci, and 

American historian and anthropologist William Reddy.  This literature was 

approached in the hope of finding a useful theory of emotion and a working 

definition of emotion to use in assessing the data, and some suggestions for ways 

of studying emotion  within and between academic disciplines, and in 

organisations and partnerships  to use as a guide in constructing that data.  

This chapter will begin by reviewing some theories of emotion and some existing 

studies of emotion in the workplace.  During this process, three related themes 

from the emotion literature will be identified that seem potentially relevant to 

emotional experience in partnership working: performance, tension, and conflicting 

agendas.  The literature will then be searched for a unified theory of emotion and 

for any useful definitions.  The difficult relationship between language and emotion 

will be discussed, and some implications of attempting to study emotion through 

the medium of language will be considered.  
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Theories of Emotion

  
Since the end of the nineteenth century, psychological theories of emotion have 

focused primarily on the ways in which individuals are deemed to respond to a 

change in their situation, known as a 'stimulus', with feeling, thought and 

behaviour.  One early theory, known as the 'motor feedback theory', holds that a 

stimulus creates physical changes first, e.g. increased heart rate or sweating, 

which lead to an emotional response that is then interpreted by the brain (James 

1890/1950:449).  Another, the 'affective primacy theory', suggests that a stimulus 

provokes an emotion first, which we then interpret before developing behaviour in 

response.  This theory was first put forward by Wundt in 1907, and developed by 

Zajonc on the basis that we can, for example, feel afraid of something without 

knowing exactly what it is (Zajonc 1980:154).  A third, the more recent 

'commonsense theory', states that a stimulus leads to cognitive interpretation, 

which is followed by a subjective emotional response, and then behaviour 

develops (Ellsworth 1991:155).  

The commonsense theory has led to a number of appraisal theories, where an  

'appraisal' is a form of cognitive processing or evaluation that may lead to a 

change in emotion.  People's emotional responses are judged to be different 

because they appraise situations differently.  So, for example, someone who 

thinks that she makes mistakes because she is incompetent may respond to 

making another mistake by feeling miserable, while someone who thinks that 

making mistakes is an opportunity to learn something new may respond to making 

another mistake by feeling excited.  Appraisal theories aim to specify the 

differences in interpretation that create the different emotional responses 

(Ellsworth 1991:149).    

Buck is an appraisal theorist who drew on emotion theories and communication 

theory to formulate his developmental-interactionist theory, which encompassed 

motivation as well as cognition and emotion.  His theory views emotion as 

contributing structured input into the attribution/appraisal process, so that emotion 

is really a type of knowledge: a type of cognition (1991:101).  Buck separates 

cognition into knowledge-by-acquaintance and knowledge-by-description , 
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defining knowledge-by-acquaintance as direct sensory awareness and 

knowledge-by-description as knowledge about such sense data (ibid:108).  This 

prompts a definition of appraisal:   

At some point, knowledge-by-acquaintance must be transformed into knowledge-

by-description.  Raw sensory and emotional information must become transformed 

into knowledge about this information.  Developmental-interactionist theory 

suggests that it is this process that can most usefully be termed appraisal 

(ibid:110; original italics).    

Buck discusses his theory with reference to perception (ibid:114), embodiment 

(ibid:115), spontaneous and symbolic communication (ibid:128), language and 

reasoning (ibid:131), emotional competence (ibid:132) and emotional education 

(ibid:134).    

Buck's approach seems to be more holistic than the sequential theories of the 

earlier psychologists.  Goleman goes further still, drawing on the affective primacy 

theory, the commonsense theory, and some appraisal theories.  He speaks of 'the 

emotional mind' and 'the rational mind' (1996:291).  For Goleman, the key 

characteristic of the emotional mind is its response speed, sometimes reacting to a 

stimulus almost instantaneously; the rational mind takes a moment or two longer 

to respond, and can then form an appraisal leading to a second type of emotional 

response (ibid:293).  For example, the unexpected appearance of a face at a 

window can create instant fear, followed by an appraisal in which the face is 

recognised as a friend's, which leads to a feeling of pleasure at the sight.    

Goleman shared Buck's interest in emotional competence and emotional 

education.  He popularised the term 'emotional intelligence', which he defines as 'a 

key set of  abilities such as being able to motivate oneself and persist in the face 

of frustrations; to control impulse and delay gratification; to regulate one's moods 

and keep distress from swamping the ability to think; to empathize and to hope' 

(Goleman 1996:34).  This was also recognised as a useful concept for the study of 

people in organisations.  For example, Cooper, writing of emotional intelligence in 

leadership roles, defines it as 'the ability to sense, understand, and effectively 
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apply the power and acumen of emotions as a source of human energy, 

information, connection and influence' (1997:xiii).  And Goleman, writing later of 

emotional intelligence in the workplace, redefines it as 'the capacity for recognizing 

our own feelings and those of others, for motivating ourselves, and for managing 

emotions well in ourselves and in our relationships' (Goleman 2000:317).    

The theory of emotional intelligence seemed interesting and potentially useful in 

the context of this thesis, particularly given its links with the workplace.  However, 

like the other psychological theories discussed above, Goleman s theory was still 

focused on emotion as experienced and managed by individuals in isolation, 

rather than emotion as experienced and managed by people in workplace settings.  

Psychologists tend to view emotion as generated entirely from within, but for 

sociologists, context contributes as much to people's emotional responses as do 

their internal physical systems (Kemper 1991:302).    

Performance

  

Although sociologists acknowledge the importance of context in studying human 

interaction, they do not find it easy to identify the relationships between internal 

feelings and external contexts (e.g. Froggett 2002:20).  Some sociologists have 

used performance as a theoretical analogy in an attempt to overcome this 

difficulty.  For example, Freund draws on psychological theories of emotion to form 

his view that emotions help us process sensory information quickly and thus are 

very important tools in helping us engage with or detach ourselves from social 

and physical environments (Freund 1999:278).  He uses spatial and theatrical 

metaphors to conceptualise the maintenance of individual and/or group identity 

and informational preserves as involving the building and maintenance of 

boundaries and the regulation of informational flow across such boundaries  in a 

sense, a geography of emotions and emotional relationships (ibid:268).  

Boundaries are a key concept in Freund s analysis, including physical boundaries, 

such as that between the body and the environment (ibid:270), and emotional 

boundaries in relationships between people (ibid:271).  He sees emotion as both 

embodied and embedded in the field  of social relations (ibid:272), and asserts 
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that the strength or permeability of self other or self environmental boundaries is 

a function of our feelings (ibid:278).    

The main concept in Freund s theory is that of dramaturgical stress.  He asserts 

that we live in a dramaturgical society where the manipulation of appearances is 

an important skill and a highly complex and self-conscious act , emotions and 

bodily expressions are very much controlled , and the activity of manipulating 

appearances is stressful (ibid:280).  Freund acknowledges that since 

performing is a part of social life in all societies, some dramaturgical stress is 

present everywhere (ibid).  Drawing on the work of Cockerham (1978) and 

Hochschild (1983), he suggests that dramaturgical stress is increased when there 

is variance between the self as presented externally and the self as felt internally:    

under those conditions, in which one s ontological security is threatened, the 

response to a breach of boundaries, the stress of keeping informational spheres 

apart and performances credible, and of managing and maintaining the flow of 

information in psychological, social-physical space, becomes highly stressful 

(ibid:281).  

Like Freund, Shields is interested in emotional performance, and she sets it even 

more firmly in the social context.  She points out the negative and positive social 

views of emotion, i.e. that describing someone as 'emotional' is not usually a 

compliment, although saying that someone 'speaks from the heart' implies that 

they are more credible than someone who does not (2002:2).  She highlights the 

paradoxes prevalent in these views: too much emotion can be destructive; too 

little emotion can be damaging.  Emotion must be controlled, but bottling up 

emotion just makes things worse (ibid:11).    

Shields sees emotional performance in terms of standards, either explicit and clear 

or implicit and opaque.  She describes the way in which folk theories of emotion 

(Oatley and Duncan 1992:250), or what everyone 'knows' to be true, are 

apparently explicit and clear but in fact can make it difficult to examine 

assumptions by preventing people from formulating questions they might 

otherwise ask.  She uses norms around children s emotional development to 
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illustrate this: Everyone agrees that the right amount of the right emotion is 

good and essential to the child s healthy development.  At the same time, 

everyone agrees that too much or not enough emotion, or the wrong kind of 

emotion is very bad indeed (2002:91).  She supports her point with an example 

from a mid-twentieth-century parent advice manual (English and Finch 1951) 

which states that our goal for our children is  to help them learn to use their 

emotions constructively.  We want them to be free of damaging emotional 

conflicts, of unreasonable fears and anxieties.  But we want them, too, to be able 

to express anger at social abuses and injustices 

  

This all sounds very good until we start to ask exactly how a parent is supposed to 

tell the difference between damaging, healthy, or neutral conflicts in advance.  

How can a parent recognize the child s unreasonable fears with confidence: 

should a bully be ignored, approached, reported to authorities?  What exactly 

defines the appropriate expression of anger?  When is anger justifiable and when 

is it a nasty, self-centered tantrum  and who decides?  The answer, of course, is 

it depends .  It depends, not on the emotion per se, but on context. (Shields 

2002:91 92)  

Lupton views emotion differently, although context is also central to her analysis.  

She uses discourse theory and psychoanalytic theory as twin lenses through 

which to view emotion: discourse theory focuses on the external, spoken, social 

demonstration of emotion; psychoanalytic theory focuses on its internal 

manifestation.  She is particularly interested in emotional discourses, which she 

describes as social products that constantly change their positions in relation to 

each other through time.  For Lupton, this offers people a choice of ways to 

understand and interpret emotions, so that  up to a point  they can select or 

resist a discourse that is dominant at any given time (1998:27).  She views this 

choice as one that can be made consciously or unconsciously.  Lupton 

appreciates the pluralist view of people and the acceptance of ambiguity that 

psychoanalytic theory offers (ibid:31).    

Like Shields, Lupton highlights the paradoxes in social views of emotion, seeing 

them in terms of Cartesian dualism: the ways in which we feel, think about, talk 

about and experience emotions position them in both highly negative and highly 
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positive ways that echo the binary oppositions constructed between culture and 

nature and mind and body (ibid:167).  She links this with her theoretical stance:   

our discourses on the emotions constantly slip between positioning them as self 

and as other, as things with which we are born, which are inevitably part of us, but 

also as things that require conscious control lest they overwhelm or betray us  

(ibid:168).  

Lupton s use of psychoanalytic theory also enables her to highlight the possibility 

that attempts to achieve such conscious control may not always be successful 

(ibid:169).  

Tension

  

Performance seems to focus primarily on what is shown, demonstrated, visible.  

Yet it appears from the literature reviewed so far that stress and anxiety are also 

caused by what is being hidden and the emotional tension that results.    

Sociologists who study emotion in the workplace pay attention to what is hidden.  

One such is Hochschild, whose research focused initially on front-line workers in 

the private sector, particularly flight attendants.  She conceptualised emotional 

labour as the management of emotion within a work environment shaped by the 

aim for profit to create a publicly observable facial and bodily display (1983:7).  

She saw this as consisting of two components: emotional labour itself, i.e. 

controlling one s own emotions, and emotional management , which for her meant 

controlling the emotions of others (ibid).  These components are linked, because 

emotional labour requires one to induce or suppress feeling in order to sustain the 

outward countenance that produces the proper state of mind in others (ibid).    

Hochschild s concept of emotional labour differs from the concept of emotional 

performance used by Freund and Shields.  In emotional performance, actors are 

constrained by unwritten social rules, and make choices within those about what to 

display and what to hide.  This also applies in the workplace, but there is an extra 

layer of constraint imposed by organisational sanctions that give actors fewer 
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choices about what to display and what to hide.  For example, in many social 

situations in Western society it would be acceptable for someone to express 

feelings of sadness or frustration.  There is no situation in which this would be 

acceptable for a flight attendant while engaged in his or her profession, however 

sad or frustrated he or she may feel.  

Ten years after defining emotional labour, Hochschild focused on managers.  She 

argued that they need to know about, assess and regulate their own emotions and 

feelings, and those of other people from a range of statuses, reputations and 

backgrounds (1993:x-xi).  Like Freund, she sees boundaries in the emotional 

landscape:  

Company culture sets the social boundaries between the right and wrong 

thing to do.  Managers infer the corresponding emotional boundaries 

between the right and wrong way to feel in a range of contexts  both those 

of others and of themselves (ibid:xi).  

She concludes that real-time emotions are a large part of what managers 

manage (ibid:xii).    

Putnam and Mumby view emotion in the workplace as a commodity for achieving 

instrumental goals (1993:37).  They support Freund s concept of dramaturgical 

stress, saying that emotional labour is experienced most strongly when 

employees are asked to express emotions that contradict their inner feelings 

(ibid:38), and note that the amount of stress felt by employees differs between 

individuals and organisations (ibid:39).  They observe that in some social 

situations people may choose to exert emotional control, such as by expressing a 

different emotion from the one they are feeling in order to achieve a desired end, 

e.g. to avoid upsetting someone, and that this in itself may be stressful.  However, 

their view is that when such emotional control becomes a requirement of a job, to 

help fulfil commercial or strategic aims, the stress may be much greater (ibid:50).  

They assert that such stress is frequently accompanied by the potentially 

avoidable characteristics of emotional numbness and burnout (ibid:44).    
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Conflicting Agendas

  
Like Hochschild, Putnam and Mumby focus on what is hidden as well as what is 

shown.  Hochschild and Putnam and Mumby also hint at the potential for 

conflicting agendas.  This comes out more strongly in the work of Gabriel, who 

introduces the postmodern concept of a 'flexible organisation', i.e. one 'which does 

away with rigid hierarchies, procedures, products and boundaries, in favour of 

constant and continuous reinvention, redefinition and mobility' (Gabriel 2003:171).  

He cites Clegg (1990) to note that in a flexible organisation, jobs are integrated, 

overlapping and multi-skilled (ibid).  Gabriel argues that, while traditional 

organisations relied on exercising control through bureaucratic rules and 

procedures, flexible organisations use cultural and emotional controls 

(emphasizing the importance of customer service, quality and image; affirming the 

business enterprise as an arena for heroic or spiritual accomplishments, etc), 

structural controls (continuous measurements and benchmarking, flatter 

organizational hierarchies, etc), technological [sic] (electronic surveillance of 

unimaginable sophistication), spatial controls (open-plan offices, controlled 

accesses) and so forth (ibid:175).  For Gabriel, this has wide-ranging emotional 

and political effects, creating 'even more possibilities of voice, with employees 

displaying a bewildering range of responses ' (ibid).  They may comply with, 

supplant or contest management discourses, so that 'within formal organizations, 

there are spaces which are hard to manage and control, spaces that are 

unmanaged and unmanageable; in these spaces, individuals can fashion identities 

which may amount neither to conformity nor to rebellion, but are infinitely more 

complex and rich than those deriving from official organizational practices' 

(ibid:176; original emphasis).  This offers a much fuller and more multifaceted 

picture of emotional labour and its context than is provided by the image of the 

worker being required to express one emotion while feeling another.  In Gabriel's 

flexible organisation, conflicting agendas abound, and people trying to manage 

these agendas are like the chameleon in a kaleidoscope described at the start of 

this thesis.    
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Emotion in the Wider Context

  
Like emotional intelligence, this theorising of emotions in the workplace seems 

both interesting and potentially useful.  However, it tends to focus more on the 

social aspects of the context than on its structural or political aspects (Fineman 

1993:218 19).  And, as the partnership literature demonstrates (chapter 2), the 

structural and political contexts for people working in partnership are as complex 

and multi-faceted as the social and personal contexts.    

Anthropological researchers see social, structural and political contexts as central 

in determining meaning.  Many anthropologists take the Foucauldian approach of 

seeing power as rooted in discourse, and politics as rooted in everyday social 

interactions.  For example, in the preface to their collection of anthropological 

studies of emotion, Lutz and Abu-Lughod say   

the authors in this volume have explored the interplay of emotion talk and 

the politics of everyday social life.  The contributors share a sense of the 

beauty and intricacies of conversation, as well as its involvement in power 

 

whether the power to move others or the power that shapes discursive forms 

and the social relations in which they participate.  They show the many ways 

discourse becomes emotional and emotion becomes discourse, and they 

treat narratives, conversation, performances, poetry, and song not as texts 

for cultural analysis but as social practices with serious effects. (Lutz and 

Abu-Lughod 1990:vii)  

Discourse for them, although impossible to define precisely, refers to the use of 

language in context, including both informal conversation and more formal artistic 

forms such as stories and poems (ibid:7 8).  As well as seeing power as rooted in 

discourse, Lutz and Abu-Lughod also argue that power produces discourse, and 

that discourse should be understood in relation not just to social life but to power 

(ibid:10).  They take this a step further, stating their view that emotion discourses 

establish, assert, challenge, or reinforce power or status differences (ibid:14).  

This is an echo of Lutz: The concept of emotion  exists in a system of power 

relations and plays a role in maintaining it . (Lutz 1988:54)  
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Irvine, in her account of studying emotion discourses in a rural Wolof community in 

Senegal, asserts that the communication of emotion does not simply exist within a 

social, structural and political context, but is itself structured by the context in 

which it occurs (Irvine 1990:128).  For her, understanding someone's social 

situations and relationships is critical for understanding their emotions (ibid:130).  

Unlike Goleman, Irvine does not seem to perceive emotion as having separate 

subjective and objective components:  one cannot experience a situation only in 

itself, without also being influenced by feelings about the social voices talking in it 

and about it, and by feelings about the roads not taken  (ibid:156).  Lutz asserts 

that not only concrete situations but abstract concepts such as theory have an 

emotional dimension:  all theories (of emotion or other phenomena) are 

emotional in the sense that their construction is driven by interests, values, and 

commitments  (Lutz 1988:219).  Alvesson and Sköldberg point out that if one 

has worked a lot on a particular theory, one becomes, as a rule, emotionally 

attached to it (Alvesson and Sköldberg 2000:250).  It seems reasonable to 

speculate that people begin working on a particular theory because it appeals to 

them, at least in part, on an emotional level (and, therefore, that the theories used 

in this thesis have some emotional appeal for me).  

The literature reviewed for this chapter has demonstrated that emotion can be 

seen as belonging to, residing in, or being activated by: individuals (Zajonc 1980, 

Hochschild 1983, Buck 1991, Ellsworth 1991, Shields 2002), societies (Irvine 

1990, Lutz and Abu-Lughod 1990, Lupton 1998, Freund 1999, Shields 2002), 

cultures (Lupton 1998), organisations (Hochschild 1993, Putnam and Mumby 

1993, Gabriel 2003), groups (Freund 1999), and theories (Irvine 1990, Alvesson 

and Sköldberg 2000).  This is not an exhaustive list: other writers have suggested 

further options, such as texts and nations (Ahmed 2004:13).  However, a full 

discussion of the implications of this is beyond the scope of this thesis.  Therefore, 

within the framing elements used here (partnership working, emotion, story and 

language, as discussed in Chapter 1), emotion will primarily be considered as it 

belongs to, resides in and is activated by individuals in relation to other individuals.  

The effects of the social, political and professional context at the time of data 

construction will be taken into account as far as possible.  
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In Search of a Unified Theory of Emotion

  
Despite all the theorising of emotion that has taken place within each discipline, 

the literature reviewed so far did not reveal a unifying theory of emotion, either 

within or between any of the disciplines, which could underpin this thesis.  In fact 

there is a 'proliferation of competing theories' (Shields 2002:6).  These can be 

grouped into categories  reductionist, constructionist, post-structural, post-

modern, feminist and so on  but that does not help much either.    

So had any of the cross-boundary scholars formulated an interdisciplinary theory?  

For Craib, working as both a sociologist and a psychotherapist has highlighted the 

enormous difficulty in studying emotion.   He points out that as a sociologist 'it is 

possible to study the social rules around emotional experience and emotional 

expression with little or no knowledge of the emotional life of the people who have 

to work within these rules  and then to mistake the social scaffolding of emotions 

for emotional life itself' (Craib 1998:111).  Also, in reference to his three-year 

training as a psychotherapist, he says one of the few things we end up certain of 

is the extraordinary difficulty in distinguishing between one s own emotions and 

those of others and how readily people tell you what you want to hear (ibid:115).  

He asserts the importance, in this light, of sociologists who study emotion being 

aware of the depth of what they are studying and the comparatively abstract level 

at which they are studying it (ibid).    

For Craib, sociologists who study emotion at this 'comparatively abstract level' 

cannot simply focus on context, using their intellects alone.  He says that when 

sociologists study emotion they should demonstrate that they know what they are 

talking about 'and experience, the subjective, the inner world, is a vital part of this 

discussion' (1998:9).  He defines experience as a wide range of affect which has 

both physical and ideational components, both of which may be conscious or 

unconscious or some combination of both (ibid:10).  

Craib sees emotions as constructed both by and within (presumably Western) 

society and individuals as part of a process of external and internal negotiation of 

social and individual identity (1998:4).  He notes how the identities that individuals 
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fashion in their work environment can themselves become products to be 

revamped and relaunched at regular intervals (ibid:3).  Melucci, a cultural 

sociologist and clinical psychologist, also focuses on identity, which he sees as a 

process involving constant negotiation among different parts of the self, among 

different times of the self, and among the different settings or systems to which 

each of us belongs (Melucci 1996:49).  He shares Freund's view of the 

importance of emotional boundaries, identifying a permanent tension between the 

process of the continuous redefinition of oneself and the need to stabilize one s 

boundaries (ibid:51).  He suggests that in response conceptually, it is important to 

shift from a consideration of identity in terms of either/or to a nonlinear perspective 

which includes the possibility of and/and (ibid).  For Melucci, this opens a new 

field for identity entrepreneurs, social actors creating and selling the capacity for 

manoeuvring with identities; producing new opportunities for recognition, importing 

languages and codes from one field to another (ibid:53).    

Like Craib, Melucci states that using the intellect alone is inadequate to study 

emotion.  He says 'the dimensions of intuition, feeling, and an immediate and 

global relationship with reality are equally important constituents (Melucci 

1996:62), and asks how we can study emotions (or memory, or behaviour) 

'through the activity of the mind which at the same time is the very object of its own 

analytical operations? (ibid:63).    

Reddy is a historian and anthropologist who conceptualises the type of cognitive 

processing discussed by appraisal theorists as a form of translation.  For Reddy,    

the concept of translation allows one to speak of the relation between language 

and the world in a way that is neither Cartesian (distinguishing sharply between 

subjective and objective conditions, as most psychologists continue to do) nor 

poststructuralist.  It allows one to say, meaningfully, that there are kinds of thought 

that lie outside of language, yet are intimately involved in the formulation of 

utterances.  Emotions  are among the most important of such kinds of thought; 

and, when we speak of our emotions, they come into a peculiar, dynamic 

relationship with what we say about them  (Reddy 2001:64)  
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This is reminiscent of Goleman's concept of 'emotional mind' and 'rational mind'.  

Reddy proposes that translation be used to replace the poststructuralist, 

Saussurean concept of sign (ibid:78).  Like Melucci, he takes a non-linear 

perspective, suggesting that    

translation is something that goes on, not just between languages and between 

individuals, but among sensory modalities, procedural habits, and linguistic 

structures.  This idea points, not toward a reconstitution of a Cartesian type of 

subjectivity, but toward a conception of the individual as a site where messages 

arrive in many different languages or codes, and where some of the messages are 

successfully translated into other codes, while others are not  (Reddy 2001:80)  

Reddy takes a slightly different approach from Craib s and Melucci's concepts of 

negotiated identities in his idea of the disaggregated self :  

Because the translation tasks are always incomplete, and the translations 

always indeterminate, the kind of self that is possible, by this approach, is a 

disaggregated self.  It is disaggregated because memory traces, perception 

skills, goal hierarchies lie about in various stages of activation, with various 

patterns of mutual coordination established by habit, and with innumerable 

latent conflicts and contradictions capable of coming to the fore depending 

on the context  the disaggregated self has no inherent unity.  However, its 

disunity derives directly from the fact that it has constantly before it flows of 

signifiers in many different codes or languages, both verbal and nonverbal, in 

constant need of translation (Reddy 2001:95).  

Reddy notes the complexity of the links between feeling and language, which for 

him is because speaking about emotion affects that emotion in a circular 

relationship.  He uses the phrase thought material to denote the vastness and 

diversity of the stuff translation must work on (2001:87):  

An attempt to characterize an emotion in a brief phrase or two  inevitably has 

effects on the activated thought material and may have the effect of activating or 

altering still other thought material within the vast terrain of currently inactive 

sensory input and procedural and declarative memory.  Therefore, even if it were 

in principle possible to sum up the overall character of activated thought material in 
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a few words, the attempt to do so is already initiating changes in this material 

before it is fully formulated.  The translation into an emotional code carried out by 

attention as it formulates and utters an emotional statement can be very far 

reaching in its consequences for the multivocal thought patterns that are excited or 

dampened down as attention works '. (Reddy 2001:102, original italics)  

For Reddy, this is the most important facet of emotional expression (2001:104).  

He regards emotional statements, which he terms emotives , as neither true nor 

false; as descriptions they always fail, because of the complexity of the personal 

states they describe in the first instance, and because of the effects they have on 

these states as they are formulated and uttered (ibid:108).  

Reddy broadens the concept of emotional management, suggesting the use of the 

idea of navigation to refer to the whole tenor of emotional life (ibid:109).  He 

uses the term navigation to refer to a broad array of emotional changes, 

including high-level goal shifts.  ' Navigation thus encompasses management, 

which is the use of emotives self-altering effects, in the name of a fixed set of 

goals.' (ibid:122)  

The work of the cross-boundary scholars offers a range of helpful concepts.  First, 

that emotion is enormously difficult to study, and impossible using the intellect 

alone; the student of emotion must use their own emotional experience to inform 

the study.  Second, that emotion is individually and socially constructed through 

internal and external negotiation of complex and mutable identities.  Third, that 

because of this complexity and mutability, emotion can never be fully described or 

understood.  However, once again there was no overarching theory of emotion 

that could be adopted or adapted for use in this thesis.  

In Search of a Definition

  

So was there a useful definition of emotion in the literature?  Attempts to formulate 

precise definitions of emotion, and to express clear distinctions between emotion, 

feeling, mood, sensation, affect, passion, sentiment and other such words, have 

occupied many students of the subject (Lupton 1998:5).  Plutchik reports the work 
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of Kleinginna and Kleinginna, who in their 1981 review found 92 definitions of 

emotion alone in textbooks, dictionaries and other sources (Plutchik 1994:5).  

They proposed the following integrated definition (ibid):  

Emotion is a complex set of interactions among subjective and objective 

factors, mediated by neural/hormonal systems, which can (a) give rise to 

affective experiences such as feelings of arousal, pleasure/ displeasure; (b) 

generate cognitive processes such as emotionally relevant perceptual 

effects, appraisals, labeling processes; (c) activate widespread physiological 

adjustments to the arousing conditions; and (d) lead to behavior that is often, 

but not always, expressive, goal-directed, and adaptive. (ibid)  

Plutchik considers this to be useful because it includes many of the diverse ideas 

found in the literature about emotions , yet he cautions that it should be seen as 

merely a first approximation to this complex category (ibid).  It is clearly trying to 

be comprehensive, but seems too unwieldy to be useful.    

Berkowitz focuses on feeling rather than emotion.  He defines this as synonymous 

with conscious affect  a broad meaning that includes emotional experiences, 

moods, and even physical sensations (Berkowitz 2000:2).  Plutchik suggests that 

we separate emotion from feeling, because emotion is a complex theoretical term 

whose characteristics can only be inferred on the basis of a congruence of various 

classes of evidence while feeling is an inner emotional state (Plutchik 1994:16).    

Gabriel regards any attempt to define emotion as likely to be misguided , and 

asserts that what is of most interest is how the concept of emotion is used or 

invoked rather than the search for definitions, either in general or in particular 

(Gabriel 1993:146).  This, combined with the divide between feeling and emotion 

outlined above, seemed more helpful than any of the definitions of emotions found 

in the literature.  So in the rest of this thesis, feeling will be used to denote a 

person's internal emotional experience, and emotion to denote that experience 

translated into language in a specific context.  
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Language and Emotion

  
Language has a key role in articulating emotion (Kemper 1991:336; Gabriel 

1993:149; Lupton 1998:25) but the translation of feeling into language is 

undoubtedly a tricky process.  For a start, language itself is inherently ambiguous, 

which makes it difficult to produce firm definitions of emotion issues  which are 

themselves often complex and mutable (Plutchik 1994:16).  Shields sees language 

as a complicating factor in the relationship between emotion and cognition.  She 

points out that we do not need language for our innate emotional abilities to 

function, but that using language to consider and discuss the emotions of 

ourselves and others 'introduces a new and complex set of questions about 

emotion functioning that is unique to human experience' (Shields 2002:8 9).  This 

is related to the question raised by Melucci (above) about how we can use our 

minds to study our own emotions when they are so inextricably linked.  It is also 

related to Reddy's point (above) regarding the way in which speaking of emotional 

subjects affects our feelings about them (see also Lupton 1998:26).  

Irvine introduces the linguistic concept of register and, in particular, affective 

register (Irvine 1990:127,128).  She defines register as a coherent complex of 

linguistic features linked to a situation of use (ibid:127) and affective register as a 

set of different representations of emotion  a set that may be culturally defined 

and linked to cultural conceptions of the diversity of persons, personalities, and 

situations (ibid:128).  Melucci takes a similar view, that it is the power of naming 

which allows us to fabricate the world and that we must therefore learn to move 

between  the different languages which we use to nominate our world  flexibly, 

willing to accept change, and respectful of the limit (Melucci 1996:131 132).   

For Irvine, the communication of feeling is not merely a property of the individual, 

or a function of transient irrational impulses, or an unruly force operating outside 

the realm of linguistic form.  Instead, it is socially, culturally, and linguistically 

structured, and we cannot adequately interpret individuals behavior as emotional 

expression until we understand some of that framework (Irvine 1990:128).  It is 

crucial that context is taken into account when assessing the meaning of 

emotions, because the same report of an emotion may well have different 
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reference points, and therefore overall different meanings, in different contexts 

(ibid:130; Plutchik 1994:16).  

Melucci also notes the difficulty in matching the meaning of our behaviour with the 

words we use to name and recognize what we do (Melucci 1996:1) and identifies 

a great divide between experiencing and naming (ibid:9).  Like Reddy, Lutz uses 

the concept of translation to discuss ways of managing such complex meanings:  

What must be translated are the meanings of the emotion words spoken in 

everyday conversation, of the emotionally imbued events of everyday life, of 

tears and other gestures, and of audience reaction to emotional 

performance.  The interpretive task, then, is not primarily to fathom somehow 

what they are feeling inside (Geertz 1976) but rather to translate emotional 

communications from one idiom, context, language, or sociohistorical mode 

of understanding into another  (Lutz 1998:8).  

Oatley and Duncan assert that people s own understandings of emotional 

incidents, and the language people use to describe the incidents they have 

experienced, are paramount in understanding emotion, both academically and 

personally (Oatley and Duncan 1992:289).  However, as everyone s personal 

context is different, the language used by one person may mean something 

different to another; then surely, even when a group is gathered at the same time 

and place within the same social and political context, the communication of 

emotion between people always includes at least an element of translation.    

And language meaning different things to different people is not the only problem 

when trying to communicate about emotion.  Fineman focuses on the difficulty in 

communicating findings as well as interpreting data: emotions  soon exhaust 

the descriptive/evocative capacity of written language (Fineman 1993:221).  Craib 

also grapples with this difficulty, saying perhaps there is something imponderable 

about experience which takes us towards poetics and the limits of my expertise 

(Craib 1998:2).  Reddy states that there is no way, in language, to convey the 

richness of even the simplest  reactions to routine situations.  This failure of 

language is similar to language s inability to capture all the meanings of a dance 

(or dance s, to capture those of a text) (Reddy 2001:90). 
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If it is impossible to use language to research and communicate about emotion, 

should this research be abandoned before it has begun?  Luckily, the scholars 

who have studied emotion in organisations are more sanguine on this point.  The 

number of books and articles on the subject demonstrate that it is possible to 

produce language-based communication about studies of emotion.  However, 

there is very little in the literature about emotion in partnerships.  This is a gap that 

this thesis aims to address.  But if emotion has not been clearly defined or 

definitively theorised (e.g. Griffiths 1998:202), and is almost impossible to 

communicate linguistically, how, then, can it be studied within a complex 

partnership environment?  

On the surface, partnership seems like a more egalitarian concept than the 

hierarchical organisation , but power imbalances are every bit as inevitable within 

partnerships as within organisations (Froggett 2002:21).  The language currently 

used in the public sector has a very limited emotional vocabulary, which makes it 

particularly hard to elicit information from people working in partnership about their 

experience of emotional labour (ibid 10, 21).  This was going to make the research 

even more difficult.  A Gadamerian interpretative approach to perceived meaning 

might help, but, as shown in the Introduction, Gadamer was adamant that his 

approach was not a social science method.  Could there be methods of data 

collection, data analysis and writing that would enable some understanding and 

communication about the slippery, wriggly subject of emotion?    

Conclusion

   

This chapter began by reviewing some theories of emotion and some existing 

studies of emotion in organisations.  Three related themes from the literature were 

highlighted  performance, tension, and conflicting agendas  because they 

seemed potentially relevant to emotional experience in partnership working.  

People can experience emotional tension in many settings because of unwritten 

social rules about what is acceptable to show and what to hide.  In the workplace 

such tensions may take specific forms, circumscribed not only by such unwritten 

social rules but also by organisational restrictions such as corporate requirements 
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and power structures.  This can affect individual performance and lead to 

conflicting agendas.   

The literature was searched for a unified theory of emotion that could be used to 

underpin this research, but no such theory was found.  A number of definitions of 

emotion have been put forward in the literature, but most are unwieldy.  There was 

a useful distinction between feeling and emotion, and these will be used to denote 

internal emotional experience and expressed emotion respectively.  

Emotion is primarily expressed through language.  However, because of its 

complex and mutable nature, emotion can never be fully described or understood.  

Therefore a process of internal and external translation and interpretation is 

involved in any linguistic communication about emotion.  This poses many 

challenges for the emotion researcher.  The next chapter discusses a variety of 

ways in which some of these challenges may be met.   
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Chapter Four  Methodology

  
Introduction

  

This thesis sets out to explore four research questions as mentioned in the 

Introduction: 

1. How do Sure Start managers manage their own feelings and emotions? 

2. How do Sure Start managers manage the feelings and emotions of others? 

3. How do Sure Start managers navigate through the complex, ambiguous and 

uncertain emotional experiences of partnership working? 

4. How do Sure Start managers make sense of their emotional experiences? 

These research questions led to the methodological choices and decisions discussed 

in this chapter.    

The chapter begins with an outline of my epistemological and ontological positions 

before turning to the research design.  Based on the methodology literature (e.g. 

Oppenheim 1966:49; Mishler 1986:ix; Gillham 2000:1,10 12; Hollway and Jefferson 

2000:2) and some years of professional research experience, I was concerned that 

traditional data collection techniques such as interviews and focus groups might not 

elicit rich data about emotional experience in the workplace.  Nevertheless, initially 

traditional methods were used to test this proposition with Sure Start managers and 

their colleagues.  The methods used and their results are discussed.  They did elicit a 

little data about emotion, but it was too sparse to serve as the basis for a thesis.  

A data construction method based on storytelling, called the Multi-Story Method 

(MSM), was devised.  Because the MSM is a new method, its genesis and rationale 

are discussed in detail.  A rigorous ethical approach was taken throughout the 

research process, and is illustrated in this chapter with respect to the MSM.  This 

chapter will also explain the procedures used for data coding and interpretation, the 

approach taken to triangulation, and the criteria that were established for assessing 

the rigour of the research.  
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Epistemology and Ontology

   
The basis of the epistemological perspective for the thesis is premodern.  The ancient 

Greeks had two separate approaches to truth, which Plato called logos (reason) and 

mythos (myth) (e.g. Armstrong 2003).  Neither approach was held to be superior to 

the other; they were of equal importance and validity.  Logos equated to today s 

rational scientific approach, aiming to depict the real world with accuracy.  Mythos 

spoke of past events that may or may not have happened in logos s terms, but in a 

way happened all the time, and so could not be interpreted objectively.  People 

learned from mythos as much as from logos.  And storytelling, in particular, 

transmitted information and knowledge, and also encouraged people towards 

personal health and creative solving of problems (Parkin 2001).  The aim of the 

methodology underpinning this thesis is to use group discussion based on told stories 

to uncover some of the mythic aspects of how Sure Start managers feel about their 

work.    

Logos and mythos can be seen as gendered concepts, because the rationality 

inherent in logos is associated with male norms, while the illogicality inherent in 

mythos is associated with female norms (Anderson 2004).  Therefore the 

epistemological perspective for this thesis is primarily a feminist one.  For this 

research, this means that a sharp distinction cannot be drawn between the 

perspective and situation of the researcher, and the knowledge constructed during 

the research; it is not possible to separate the knower from the known.  This is 

explored in more detail in chapter 8 of this thesis.    

Anderson (2004) distinguishes between many different types and aspects of feminist 

epistemology.  Taking emotion as a topic, and using qualitative research methods, 

could be held to define this thesis as feminist research.  However, following 

Anderson, this thesis is not presented as feminist research, but as work done by a 

researcher with a feminist perspective.  That is, the research question stems from 
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feminist interests, and the methods are selected or devised to aid exploration of the 

research question.  

There are two main feminist interests behind the research question.  The first 

influences the topic of the research; it is a political, and therefore an ethical, interest 

(Gillies and Alldred 2002:33).  It is based on my own experiences of working as a 

manager in children s services in the 1990s, and of working closely with many 

children s services managers as a consultant and researcher in the 2000s.  I learned 

from my experiences that the emotions of such managers are largely disregarded in 

their work, and that this seems to have a deleterious effect on them as human beings, 

as well as on their colleagues, their friends and relations, and ultimately  and 

perhaps most importantly  on the families and children who use the services they 

manage.  As described in the Introduction to this thesis, I was partly motivated by my 

wish to make a difference to this, and the will to make a difference is described by 

Gillies and Alldred as a fundamental feminist principle (2002:39,43).  

The second main feminist interest behind the research question is where 

epistemology and ontology coincide.  It influences the methods used, and is rooted in 

a desire to get away from the key modernist belief  in which researchers are 

schooled  that research knowledge is Truth  (Alldred and Gillies 2002:154).  As 

shown in chapter 3, emotion cannot be observed or discussed without emotion.  Also, 

data construction does not occur without the interpretive involvement of the 

researcher (ibid:159; see also Erickson 2004:486).  So it does not make sense to 

attempt to study emotion in terms of seeking research knowledge as objective truth .  

This is the initial ontological perspective of the research, which can be described as 

postmodern.  

The feminist interests behind the research questions inform my position on research 

ethics.  There are many complex debates about ethical philosophy and research 

practice that go far beyond the scope of this thesis, but Edwards and Mauthner 

(2002) provide a helpful summary.  They assert that an explicit theoretical grounding 

in a feminist ethics of care would enhance many feminist and other discussions of the 



58 

research process where this is concerned with ethical dilemmas (2002:15).  They 

also say that any  value based ethical approach  calls for attention to specificity 

and context (2002:22).  The approach used in this research was based on Edwards 

and Mauthner's ethics of care, and is described in detail later in the chapter.  

Ethical considerations permeated the research process from planning to writing, and 

will continue to be integral throughout dissemination.  The ethical approach to this 

research is highlighted in this chapter because it was in working with research 

participants that there was the highest possibility of causing direct harm to others, 

particularly as an untried method of data construction was being tested.    

The use of a feminist ethics of care, as part of the theoretical underpinning for the 

methodology in this research, links with my premodern and feminist (modern) 

epistemological perspectives and my postmodern ontological perspective.  It supports 

the position that it is impossible to separate the knower from the known through the 

emphasis it places on situated knowledge.  The knowledge gained from the data for 

this research is situated in a time of change for Sure Start with the approach of 

Children's Centres, as described in Chapter 1.  I have endeavoured to remain true to 

the situational context in writing this thesis.  The use of a feminist ethics of care 

supports the position that finding objective truth is not the only worthwhile aim for 

research enquiry, by taking a robustly reflexive approach to research practice.  

Initial Research Using Traditional Methods

  

My initial research used participant observation, semi-structured telephone interviews, 

and document analysis as data collection methods.  

Participant observation was carried out at one meeting of five Sure Start managers 

and other colleagues in Shire1, one of three Sure Start managers and other 

colleagues in Borders, and one of eight Sure Start managers in Conurbation.  The 

                                                

 

1 Shire, Conurbation, City and Borders are pseudonyms for the four local authority areas in which I conducted 
research with Sure Start managers. 
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Shire meeting lasted for two hours and the Borders and Conurbation meetings each 

lasted for one day.  These were all pre-arranged meetings set up to discuss local 

issues, and I obtained permission to attend, observe and record as I chose as long as 

I respected the need for confidentiality.  I recorded all uses of emotion labels 

throughout, and as much as I could of the discussions in general except where 

particularly sensitive or confidential issues were being covered.  I also recorded as 

much information as I could about the body language of the attendees.  

Twenty-five emotions were mentioned in the participant observation meetings, 19 of 

which were also mentioned in the MSM (appendix 2).  The other six were 'a right 

buzz', 'difficult', 'heartened', 'positive', 'shocked', and 'startled'.  'A right buzz' is similar 

to feeling 'fantastic'; they were each used once, in consecutive sentences spoken by 

two people about the same topic.  'Heartened' was used several times, but only by 

one person who was chairing one of the meetings; it seemed to be part of her natural 

speech pattern.  'Shocked' and 'startled' are similar to 'surprised'; 'shocked' was used 

once, and 'shocked and startled' once.  'Difficult' and 'positive' are more interesting, as 

both were used several times in contexts such as 'I was feeling very positive about 

capital' and 'that felt difficult to manage'.  During the MSM these words were used 

differently: 'difficult' was used to talk about tasks that were not easy to do, and 

'positive' was used as an attribute or in opposition to 'negative'.  This suggests that in 

English public sector professional language used at meetings, the words 'difficult' and 

'positive' may be used as umbrella terms for negative and positive emotions.  

When an emotion was mentioned, it was not discussed or expressed at length.  At 

times it seemed that people were feeling more than they were saying.  At least once 

in each meeting a situation was described as a 'nightmare', another term that was not 

used in the MSM and which seemed from the context to be another possible umbrella 

term for a range of emotions.  And at other times it seemed that people were 

choosing language carefully to avoid using emotion words.  For example, one person 

said 'I was a bit, er, er, concerned to hear someone from another authority say they 

wouldn t roll out services without extra funding'.  Her hesitation before choosing the 

word 'concerned', and the heavy emphasis she placed on the word as she spoke 
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combined with her body language (grimacing, shaking head and waving one hand in 

a circular motion), indicate that she was experiencing a stronger emotion than 

concern, or another emotion or emotions as well as concern.   

This was one of the rare occasions when an attendee's body language displayed 

anything other than relaxed attentiveness.  In fact the body language of everyone in 

each of the three meetings seemed to be firmly controlled and 'professional', i.e. 

unemotional.  This will be discussed further below.  

Semi-structured telephone interviews were undertaken with eight Sure Start 

managers in Conurbation, including the questions 'What are the main issues that you 

personally are facing at present as a Sure Start manager?' and 'How does this make 

you feel?'  These elicited 14 emotions, nine of which were also mentioned in the MSM 

(appendix 2).  The other five were 'jealousy', mentioned by two people, and feeling 

'marginalized', 'stretched', 'undervalued' and 'vulnerable', mentioned by one person 

each.  The words 'difficult' and 'positive' were used in a similar way in the telephone 

interviews as they were in the MSM, and the word 'nightmare' was used in a similar 

way as it was in the participant observation.  

Document analysis of guidance issued by the Sure Start Unit that was available on 

the Internet between mid-2003 and mid-2004, and of articles referring to Sure Start 

managers that appeared in Community Care and Guardian Society between mid-

2003 and mid-2004, was carried out using the second coding frame (full details of all 

three coding frames used for data interpretation are given later in this chapter).  The 

analysis of these official documents and press articles yielded no data about emotion 

experienced by Sure Start managers.  

Research Design

  

In order to explore the research questions fully, the main method selected needed to 

enable participants to explain some of their experiences of emotion in the context of 

their employment as managers of Sure Start partnerships.  In accordance with the 
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ontological perspective, the method did not need to reveal truth about this emotional 

experience (that being an irrelevant concept) but to show some aspects of its 

meaning.    

A personal interest in storytelling led me to the literature on the use of narrative and 

story in research.  The majority of the literature on narrative analysis treats narrative 

as a story that the narrator represents from their experience as true , e.g. Knapp and 

Miller s definition of narratives as 'the stories people tell about their lives' (1994:31); a 

story that is, or could be, part of a naturalistic discourse as easily as it is part of a 

research encounter (Gabriel 1998:139).  This is the definition of narrative that will be 

used in this thesis.  However, the search for truth in the accounts of research 

participants is 

 

in Plato s terms 

 

more logos than mythos .   

Story and narrative often seem to be used synonymously in the literature.  

However, this thesis draws a clear distinction between story and narrative.  Narrative, 

as defined above, may be used within story (Gabriel 1998:156).  In this thesis, story 

means a social actor s rendition of a story that is not necessarily true in a factual 

sense.  As Gabriel says, the truth of a story lies not in its accuracy but in its meaning 

(1998:136).  This fitted perfectly with the epistemological and ontological perspectives 

outlined above.  

Perhaps data about emotion could be constructed using stories.  It seemed that there 

might be scope for working with stories, in groups, in a participatory way, to elicit 

information about emotional labour, without asking for true stories and so potentially 

exposing the raw emotions of participants and compromising their safety and 

confidentiality.  But how, exactly, could this be done?  The literature on storytelling in 

organisations, the use of stories as data for various types of research including 

participatory action research and evaluation research, and the use of stories for group 

learning in professional education, was reviewed in search of clues.    

Green and Hart used stories as a basis for discussion with peer groups, and found 

that Participants in the group setting  obtain immediate feedback on their own 
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views and constructions of reality, as their stories are challenged, corroborated or 

marginalized by their peers.  Peers provide an appropriate audience for the stories  

(Green and Hart 2000:24).  They were collecting data from children, but on close 

reading it seemed possible that their method could be used with adults.  Labonte, 

Feather and Hills, drawing on earlier work with adults by Labonte (1996) using stories 

in evaluation research, also suggest that supportive peer relationships help 

participants to reflect on meaning (Labonte, Feather and Hills 2000:97).  Winter and 

his colleagues, using stories with peer groups in professional education, also found 

that this facilitated reflection on meaning (Winter, Buck and Sobiechowska 1999:23).  

The system of using stories as springboards for discussion for data construction 

within a participatory framework has been developed most fully to date by health 

evaluation researchers such as Tineke Abma in the Netherlands and Ron Labonte 

and his colleagues in Canada.  Labonte, Feather and Hills see the use of stories as a 

way to understand meaning in social life (2000:97).  For them, it is not the stories 

themselves that produce such meaning, but the structured discussion that follows; 

they regard this as adding rigour to their approach (ibid).  Abma says that her 

workshops create a social context that enables groups of people with an interest in 

the learning process to communicate experiences, relate stories to each other and 

collaboratively create meaning  The openness of stories enables narrators and 

listeners to retell a story and to derive meanings from it that are relevant in their own 

social context (Abma 2003:223).  This is not about creating fixed meanings, but 

about enabling dialogue that reveals only the radically ambiguous nature of meaning, 

the continual play of indeterminate meaning (Schwandt 2001:273) between multiple 

viewpoints.  Abma also found that structured dialogue enabled difficult and even 

taboo subjects to be discussed from multiple points of view (Abma 2003:235).  

Winter, Buck and Sobiechowska echo this, saying that the fictional form creates 

emotional safety for both writers and readers: although stories raise questions and 

previously unconscious themes, the discussion of a story does not provide final 

answers or a diagnosis, but opens up further lines of reflective thought (Winter, Buck 

and Sobiechowska 1999:23).  
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Winter and his colleagues favour written over spoken stories, because they can have 

a more complex and allusive structure and may be reread, considered and analysed 

over time and in the light of alternative interpretations (Winter, Buck and 

Sobiechowska 1999:6).  However, Kellas and Manusov look at this the other way 

around, saying the methodology of having participants write their narratives may 

have sacrificed some of the natural richness and detail that accompanies oral tellings 

to relevant audiences (2003:304).  Writing is both honest and dishonest: it is an 

excellent way of maintaining knowledge but can also influence, change or ossify that 

knowledge; it does not have the immediacy or the intimacy of speech (Clifford 

1986:118).  And in the context of this research, if a story discussion framework were 

used, the discussions could potentially be much more revealing than the stories 

themselves, as they would offer opportunities for the themes in the stories to be 

unpicked and new meanings made.  

However, stories, whether written or told, are made of language, which only 

approximates the reality it purports to describe (Melucci 1996:9, Adams 2003:228) 

and is deficient in communicating extreme experience (Redfern 2000:105).  Because 

of language's approximation of reality, every story told includes elements of 

prevarication (Grumet 1987:322).  From the theoretical perspective underpinning the 

methodological approach of this research, that is a distinct advantage, as story can 

therefore reflect more fully the complex and ambiguous nature of people s awareness 

of their environment (Winter, Buck and Sobiechowska 1999:41).  The organisational 

context is always complex (Olesen and Bone 1999:322 23, Parker 2000:223) and 

ambiguous (Winter, Buck and Sobiechowska 1999:206), and stories are also always 

ambiguous (ibid:22).  Complexity, ambiguity and uncertainty are intimately linked 

(Melucci 1996:2).  As shown in chapter 2, partnership working is complex, and as 

shown in chapter 3, so is emotion  therefore these concepts are also ambiguous and 

uncertain.  Sims argues that stories are particularly useful for making sense of 

complex, ambiguous, uncertain environments:  

When a story is being told, the possibility of several things going on at once, of 

several different  and possibly apparently contradictory  interlocking modes of 
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understanding coexisting, means that complex and ambiguous situations do not have 

to be reduced to unitary propositions.  Such complexity and ambiguity are seen as of 

the essence of storytelling, rather than as annoying by-products. (Sims 2004:158)  

Using concepts from the literature reviewed above, a method was devised.  In 

essence, this method involved working with small groups of peers; asking each 

person to tell a short story 

 

explicitly not a true story  that illustrated some 

dimension of how it feels to work in partnership as a Sure Start manager; and using 

each story as a springboard for discussion of what the story reveals.  My role in this 

data construction process would be to provide the venue and refreshments, ensure 

the ground rules were maintained and record the session.    

An initial research design to test the usefulness of this storytelling discussion format 

was piloted with Sure Start managers.  It seemed likely that four was the minimum 

number of participants needed for a useful group session (CHART West Midlands 

2002:8).  Simple calculations showed that four people could participate in a half-day 

session.  Each of them would be asked to prepare and tell a very short story, just two 

to three minutes long, about how it feels to work in partnership as a Sure Start 

manager.  It would be made clear that this was not expected to be a true story, but a 

story that their colleagues would recognise as authentic.  The session was designed 

so that each story would act as a springboard for a semi-structured discussion: each 

listener would give their initial reaction/feedback, uninterrupted by the others; the 

teller would then give his/her reaction to that feedback, including anything that had 

surprised them; a more general discussion would follow.  This followed the reflection 

circle format used by Labonte, Feather and Hills (2000).  The ground rules were 

adapted from the work of Winter, Buck and Sobiechowska (1999).  There would of 

course be no financial cost to participants; I paid for the venue, refreshments and 

lunch.  All these details were set out in an information sheet and consent form for 

participants (appendix 3), given to them in advance so that they could think through 

their willingness (or otherwise) to be involved.  
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For the pilot, there was no plan to structure the discussion beyond the initial reflection 

circle unless it appeared to be necessary.  If it did seem necessary, contextual 

reasoning would be used to ask questions that occurred to me at the time, based on 

what had already been said.  It was thought that the data from the pilot might lead to 

ideas for ways to structure the discussions in future storytelling sessions.  The 

decision was taken to give each participant 40 minutes for the telling and discussion 

of their story, and to have a final 40-minute session for evaluation, structured with 

questions formulated beforehand and on the day.  

Data Construction

  

The pilot MSM session was held in November 2003 in Shire.  The evaluation session 

at the end was designed to help shape the method for future data construction.  I 

participated in this session and led a discussion of some of the dilemmas raised by 

the MSM, such as: was 40 minutes an appropriate length of time for discussion?  

(Yes.)  Did the ground rules create an emotionally safe environment for participants?  

(Yes.)  Is this method best used with a peer group?  (The group saw this as an 

essential component of an emotionally safe environment.)  Would it have worked 

differently if I d asked for real-life stories?  (It would have been more emotionally 

difficult, and the group doubted that they would have dealt with such real issues.)  

What was difficult about the process for participants?  (Ending stories, and 

concentrated listening over a long period.)  What was easy?  (Starting stories, 

listening, and being together as a group.)  What was useful?  (Time for reflection and 

the opportunity to really think things through.)  Could the outcome of the session have 

been achieved some other way?  (Not through any other professional or social 

situation that the participants could think of.)    

With reference to real-life stories, Amy2 said  

                                                

 

2 All participants' names have been changed. 
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I think real life is made of too many fragments and threadlets of stories that are all 

happening concurrently.  By doing it this way, by setting a remit to weave a tale, you 

actually can paint the bigger picture of the whole environment, the whole feeling and 

the whole underpinning feeling that s there.  (pilot evaluation, lines 229 233)  

This supports the suggestion by Sims (2004) that stories are particularly helpful in 

making sense of complex, ambiguous, uncertain issues.    

With reference to discussing similar issues in different professional situations, 

Rebecca said  

If you had a meeting to discuss your issues around partnership working there s 

sometimes a danger that you get into this kind of spiral down element, don t you, and 

you could have had a sense of going away from that meeting thinking this is really 

depressing and we re not going to change those, where this is much more about 

finding parallels within everybody s experiences and really having time to think of 

them, think about it in different levels and coming out with different meanings, so I 

think you avoid that kind of spiral down element.  (pilot evaluation, lines 396 403)  

This supports the assertions of Labonte, Feather and Hills (2000) and Abma (2003) 

that stories are one way we can come to understand meanings in social life that may 

not otherwise be readily available.    

I was able to make a partial assessment of how the MSM had affected the 

relationships of the people involved.  One participant perceived a group-building 

effect, and the others agreed, saying that they thought they would meet together as a 

group more regularly as a result.  They suggested I contact them again after three or 

six months to assess the longer-term impact.  I telephoned each of them after three 

months, and asked whether the exercise had had any long-term impact on them as a 

group; as individuals; and whether there was any other feedback they wanted to offer.  

Three out of four said they had felt a long-term impact on them as a group and as 

individuals, although not in the way they expected because they had not yet met 


