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SAMENVATTING 

 

  

De informatiemaatschappij en het papierloze kantoor zijn twee inmiddels versleten 

metaforen voor de hedendaagse samenleving, waarin informatie wordt 

beschouwd als de belangrijkste hulpbron en het belangrijkste voertuig voor 

economische, culturele en politieke prestaties, in het bijzonder door het gebruik 

van informatietechnologie. Maar het belang dat aan informatie als belangrijke 

hulpbron wordt gehecht staat in schril contrast met de aandacht die aan het 

informatiemanagement wordt besteed. 

We zijn momenteel getuige van een transformatie in het informatielandschap, 

in de traditionele vormen van communicatie, in het werk en in het dagelijks leven. 

Deze ontwikkeling heeft ook gevolgen voor de manier waarop overheden en 

andere openbare instellingen hun werk doen en dus ook voor hun interactie met 

de burger. Politieke, bestuurlijke en technologische uitdagingen hebben de manier 

van werken in het informatie-en records management beïnvloed en ertoe geleid 

dat aan de creatie en het beheer van informatie nieuwe eisen worden gesteld. 

Bovendien hebben de eisen van burgers met betrekking tot de efficiency van de 

dienstverlening van organisaties in de publieke sector implicaties gehad voor de 

informatie waarop deze dienstverlening is gebaseerd. In veel landen worden 

initiatieven genomen op het gebied van e-Government en in e-Government staan 

het effectief gebruik van informatie en informatie- en communicatietechnologieën 

centraal. 

In zijn algemeenheid was het doel van dit onderzoek vast te stellen of de twee 

Zweedse gemeenten en de Belgische gemeente die in de case studies werden 

onderzocht voldeden aan de nieuwe aan het informatiemanagement gestelde eisen 

en de ontwikkeling naar e-Government, waar ze bij waren betrokken, proactief en 

holistisch benaderden. Daartoe werd de interface tussen Enterprise Content 

Management en records management kritisch geanalyseerd, alsmede de rol die de 

informatiecultuur speelt bij het beheer van overheidsarchief. Het onderzoek werd 

uitgevoerd met behulp van kwalitatieve methoden. Voor case studies werd 

gekozen omdat deze het diepste inzicht in het onderzochte fenomeen lijken te 

kunnen bieden 

In het onderzoek werd het Records Continuum Model (RCM) gebruikt om de 

informatieactiviteiten van de betrokken gemeenten te analyseren. Het gebruik van 

het RCM bevordert een integraal beheer van archief, een proactieve benadering, 

een geïntegreerd beheer van de lopende administratie en het oud archief en het 
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gebruik van archief in verschillende contexten en door verschillende stakeholders 

(pluralisering). Daarnaast werd in het onderzoek Oliver (2011) gebruikt als kader 

voor het beoordelen van de informatiecultuur. Het onderzoek benadrukt verder de 

uitdagingen waarmee gemeenten die zich met e-Government gaan bezighouden 

op het gebied van het informatiemanagement worden geconfronteerd. 

Uit het onderzoek is gebleken, dat informatiemanagement ondanks initiatieven 

op het gebied van e-Government een uitdaging blijft. De gemeenten hebben een 

dwingend juridisch kader waarbinnen het beheer van openbare informatie wordt 

gereguleerd en tot op zekere hoogte ook de kennis over hoe effectief 

informatiemanagement kan worden gerealiseerd. Maar problemen in de personele 

sfeer maken het moeilijk om op zo’n manier van informatie en de 

informatiesystemen gebruik te maken dat ze de effectiviteit van de creatie, het 

gebruik en het beheer van informatie kan bevorderen. Dit kan de doeleinden van 

e-Government – betere verantwoording, grotere transparantie en efficiëntie, 

competentie-ontwikkeling van de gemeenteambtenaren wel eens in gevaar 

brengen. 

In de gemeenten wist men niet wat Enterprise Content Management (ECM) 

inhoudt. Dit onderzoek heeft de verschillen tussen ECM en records management 

en de overlappende gebieden tussen ECM en de informatiemanagementstrategieën 

van de gemeenten in kaart gebracht. Het bevestigt voorts dat de informatiecultuur 

een belangrijk onderdeel uitmaakt van effectief informatie-en records 

management. Er wordt veel geïnvesteerd in informatiesystemen, maar de 

problemen van mensen die ermee moeten werken verdienen minstens zoveel 

aandacht. 

 

Trefwoorden: Enterprise Content Management, Records Management, E-

Government, Organizational Culture and Information Culture. 
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ABSTRACT 

The information society and the paperless office are by now two timeworn 

metaphors of contemporary society, where information is considered as the main 

asset and vehicle for economic, cultural and political achievements, enhanced by 

the use of information technology.  Though information is considered an important 

asset not much attention is paid to its management. We currently witness a 

transformation in the information landscape, traditional modes of communication, 

work and daily life. This development is also affecting the performance of 

governments and other public institutions, and thus impacting their interactions 

with citizens.   

The political, administrative and technological challenges have affected 

information and records management practices and have brought about new 

requirements on the creation and management of information. Furthermore, 

increased demand from citizens for efficient service delivery from public sector 

organizations has had implications for the information that underpins those 

services. e-Government initiatives are being promoted in many countries. What is 

central to e-Government is the effective use of information and information 

communication technologies. 

The overall aim of the research was to establish if the two Swedish 

municipalities and a municipality in Belgium that provided case studies, were 

meeting with the new demands on information management and if they were 

embracing a proactive and holistic approach amidst e-Government development.  

The municipalities that were subjects of this research were engaged in e-

Government development. The overall aim was achieved by critically examining 

the interface between Enterprise Content Management and records management 

and the role information culture played in the management of public records. The 

research was pursued using qualitative methods. Case studies were employed 

because they offer a deeper understanding of the phenomenon being researched. 

The research instrumentally used the lens of the Records Continuum Model 

(RCM) to analyze the information activities of the municipalities. This is because 

the RCM promotes the management of the entire records’ continuum, a proactive 

approach, combines the management of archives and records management 

activities and supports the pluralisation (use of records in different contexts and by 

different stakeholders) of the captured records. It also used Oliver’s (2011) 

framework for assessing information culture. Furthermore, the research highlights 

the information management challenges that the municipalities are facing as they 

engage in e-Government development.  
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The results of the research have revealed that despite e-Government initiatives, 

the management of information is still a challenge. The municipalities have a 

strong legal framework that regulates the management of public information and 

to a certain degree knowledge about how effective information management could 

be achieved. However, the people issues complicate and minimise leveraging 

information and the information systems in a manner that would promote the 

effective creation, use and management of information. This is likely to 

compromise the e-Government objectives of increased accountability, 

transparency, efficiency and the municipal employees’ competence development. 

Enterprise Content Management (ECM) was not known in the municipalities. This 

research has identified the differences between ECM and Records Management 

and highlighted the overlapping areas between ECM and the information 

management strategies of the municipalities. It further confirms that information 

culture is an important component of effective information and records 

management. Though a lot of investment is being made in information 

management systems, the people issues need to be equally addressed.  

 

Keywords: Enterprise Content Management, Records Management, E-

Government, Organizational Culture and Information Culture. 
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CHAPTER 1. INTRODUCTION 

The information society and the paperless office are by now two timeworn 

metaphors of contemporary society, where information is considered as the main 

asset and vehicle for economic, cultural and political achievements, enhanced by 

the use of information technology. It could be argued that information is and has 

always been an unexpendable element in all human activities, and that the 

promises of an exclusively digital information handling have not yet been 

fulfilled. We have however in recent years witnessed a transformation of the 

information landscape, traditional modes of communication, work and daily life. 

This development is also affecting the performance of governments and other 

public institutions, and thus impacting their interactions with citizens. 

Information is needed as a basis for action, and the performance of actions 

generates new information. 

An area where societal and political aims intertwine with the progress of 

information technology is the development of e-Government and electronic 

services. e-Government is defined by (Layne, 2001, p. 123) as the “government’s 

use of technology, particularly web-based Internet applications to enhance the 

access to and delivery of government information and service to citizens, business 

partners, employees, other agencies, and government entities.” Public authorities 

have been characterized as lethargic in nature and slow in responding to change 

(Perrow 1993). Regardless of whether this is a general phenomenon or not, public 

institutions have in recent years been subjected to increasing demands to make 

their work processes more efficient. European governments are therefore 

encouraged to develop e-Government in order to establish a common framework 

where technologies can be deployed to expand services, increase transparency, 

efficiency and inclusion (United Nations Department of Economic and Social 

Affairs 2012). Archmann and Iglesias (2010) however argued that e-Government 

requires thinking organizations, a change in processes and in behaviour.  

It is claimed that e-Government has at its core, the use of information and 

information communication technology (ICT). The aim is to achieve the ultimate 

goal of high quality service delivery, increased transparency and accountability. e-

Government initiatives have meant the use of web-based technologies to 

disseminate information to the citizens and hence, a two-way communication flow 

that has been established (Richard 1999, Worall 2010). e-Government development 

aims to ease communication between the citizens and their governments. 

Democratic developments take place when there is an effective flow of information 

between the government and its citizens (Yong, 2004). The municipalities’ 

interactions with citizens now take place in a web-based environment via emails, 

blogs and other social interaction options in addition to traditional paper-based 

correspondence (Anderson 2009, Samuelsson, Öberg et al. n.d.). The 

implementation of e-Government has led to an increase in information and 
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especially digitally born records, which puts new demands on information and 

records management practices (The International Records Management Trust 

2004). Asproth et al. (2010) postulated that e-Government development has created 

a two-way information flow and has increased the amount of information that 

public authorities have to manage.  

Central to transparent government is access to information by the general 

public and the media, (Bohlin, 2010; Regeringskansliet, 2009). One of the most 

important instruments of citizens' control of public authorities is the principle of 

public access to government records generated by public institutions, in conduct of 

their business. Efficient and trustworthy management of information and records 

is thus required to fulfill business requirements and legal obligations. A record is 

according to (ISO 15489-1, 2001, p. 7) defined as “information created, received, 

and maintained as evidence and information by an organization or person in 

pursuance of legal obligations or in the transaction of business.” Records are not 

merely carriers of factual content but they also have an agentive function because 

they are intentionally ascribed a particular use or effect, and are hence able to 

cause a change in status (Sundqvist, 2011). Records are supposed to support 

business activities, accountability, the creators' and other interests such as research, 

individual and collective identity and memory (ISO 15489-1, 2001).  

Records are also a means of power that governments and other political 

institutions use to exercise control over citizens, but also a means of citizens 

empowerment. Freedoms of expression and access to information are cornerstones 

of modern democracies. Through access to records and information people can 

assess the performance of government, call for responsibility and accountability, 

demand compensation for injustice, and enhance their knowledge and freely 

evolve opinions. Another corner stone of democracy is the potential to control 

public affairs, that is, the transparency of the process of political decision-making 

and their effectuation. Transparency is to a large extent dependent on 

documentation of the activities of public institutions and the scrutiny of the 

resulting records. 

It is stated in the Council of Europe’s report of 2009 (The Council of Europe 

2009) that access to public records is of crucial importance in a pluralistic and 

democratic society. The right to access public records therefore: 

 provides a source of information for the public;  

 helps the public to form an opinion on the state of society and on public 

authorities;  

 fosters the integrity, efficiency, effectiveness and accountability of public 

authorities, so helping affirm their legitimacy. 
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The report further states that all government records are in principle public and 

that the public can only be denied access if, it is for the protection of other rights 

and legitimate interests. In order to fulfill these objectives, adequate, efficient and 

accountable records management procedures are required. Therefore, the 

management of records and archives has traditionally been regarded as a core 

element of public administration.  

Information in organizations is both structured and unstructured. Structured 

information contains highly organised data that is used by organizational 

applications. This may include lists of employees, customers, products, orders, 

inventory and purchases. Structured data can be stored in a relational database 

with a defined structure. Unstructured information includes project spaces, shared 

disk drives, and desktops (MacMillan & Huff, 2009; Reimer, 2002).  MacMillan and 

Huff argued that unstructured information is information that is outside the 

managed environment. While imported and stored in different places in an 

organization, it can also be information upon which decisions are based. They 

postulated that 80 percent of the information within most organizations is 

unstructured. Nevertheless, a considerable part of this information could in certain 

instances function as records.  

Organizations engaged in e-Government development have traditionally 

employed records management strategies to manage their information resources. 

Records management is defined as “the field of management responsible for the 

efficient and systematic control of the creation, receipt, maintenance, use and 

disposition of records, including processes for capturing and maintaining evidence 

of and information about business activities and transactions in the form of 

records” (ISO 15489-1, 2001, p. 7). Records management is an established field of 

practice that has facilitated the maintenance of authentic, reliable and complete 

records in societies.  

However, the handling of records is also affected by other information 

management approaches, for instance Enterprise content management (ECM). 

ECM focuses on content, a term used to cover a broad range of digital assets, 

including web content management, document management, and content 

management. ECM is an emerging information management strategy and field 

currently being promoted as the panacea to the challenges of information 

management since it enables enterprise-wide information management. The 

management of content is referred to as content management or enterprise content 

management (ECM). ECM focuses on content, a term used to cover a broad range 

of digital assets, including web content management, document management, and 

content management. It is defined by Grahlman, Helms, Hilhorst, Brinkkemper, 

Van Amerongen and Sander (n.d., p. 12) as “the strategies, processes, methods, 

systems, and technologies that are necessary for capturing, creating, managing, 

using, publishing, storing, preserving, and disposing content within and between 
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organizations. This is the definition that will apply to this thesis because it is based 

on the analysis that authors made of articles on ECM and hence was most suitable 

for this research.  

ECM is therefore designed to help organizations to manage their information 

resources effectively and in a manner that gives them a competitive edge (Glazer, 

Jenkins, & Schaper, 2005; MacMillan & Huff, 2009; vom Brocke, Derungs, et al., 

2008). MacMillan & Huff contended that ECM is about creating the culture of 

sharing information. Shegda & Gilbert (2009) posited that ECM consists of the 

vision and framework to integrate a broad range of content management 

technologies and content formats in the entire organization.  

Good information and records management practices promote effective 

business processes. There is a school of thought that postulates that good 

information management improves business performance (Choo, Bergeron, Detior, 

& Heaton, 2008; Ginman, 1993). According to Douglas (2010) and Curry and Moore 

(2003) good information culture promotes the development of good information 

practices. The information culture of an organization consists of attitudes and 

norms towards information and the way employees value it. This determines the 

management of records for accountability and transparency and for the execution 

of business processes. The definition that will apply to this thesis is that of Douglas 

that defines information culture as “an emerging complex system of values, 

attitudes and behaviours that influence how information is used in an 

organization. Information culture exists in the context of and is influenced by an 

organizational culture and the wider environment” (Douglas, 2010, p. 388). This is 

because Douglas offered a definition that highlights the complexity of information 

culture. An organization has a mature information culture when it accesses and 

uses information in its everyday activities (Curry & Moore, 2003; Douglas, 2010). 

Organizations are populated by people with attitudes and behaviours that shape 

the success or failure of records and information management programs (Oliver, 

2010).  

The political, administrative and technological challenges have affected 

information and records management practices and brought about new 

requirements on the creation and management of information. Appropriate 

procedures, processes and systems are considered necessary to provide and 

maintain trustworthy information and records in both the short and the long term. 

This has led to the generation of standards, models and methodologies, such as the 

international standards for records management, metadata for records, work 

process analysis for records, the Model Requirements for Electronic Records 

Management (Moreq), the Reference Model for an Open Archival Information 

System (OAIS) and the Australian DIRKS manual. As a result, requirements for 

records and recordkeeping systems have been elaborated and are now more far-

reaching than they ever were in the traditional paper-based environment 
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(Sundqvist 2011). Traditional theoretical and methodological principles have also 

been challenged, and a renewed interest for theoretical and conceptual issues has 

emerged. This has contributed to theory development such as the Records 

Continuum Model (RCM) (Upward 2000), that translates into the fact that today’s 

information landscape requires a proactive and holistic approach. 

The increase in the channels through which citizens interact with the agencies 

requires robust information and records management strategies that will capture 

the communication that transpires, the information generated and the records that 

are created during the various interactions. Given the nature of the current 

information landscape a proactive and holistic approach to information and 

records management is crucial to the development and promotion of e-

Government. The proactive approach ought to include long-term preservation 

strategies of information (Tillbury, 2008; Öberg & Borglund, 2006). Further, if 

information is to be effectively used as a resource to boost national development, 

organizations need to develop a good understanding of the challenges at hand in 

order to promote and sustain good information and records management 

practices. 

 

1.1 STATEMENT OF THE PROBLEM   

Ideas about records, information and content management have fundamentally 

changed and developed as a result of increasing digitalization. Though not fully 

harmonized, these new ideas commonly stress and underpin the need for a 

proactive and holistic approach. This kind of approach entails planning for the 

entire continuum of information and records before it is/are created and enterprise 

wide. For private enterprises and government agencies that are endeavouring to 

meet  new information demands from customers, citizens and the society at large, 

such an approach is a prerequisite for accomplishing their mission. Within the 

context of public administrations, this is demonstrated through e-Government 

development and the conditions for its successful implementation. The full 

implementation of these new ideas and approaches appear to be problematic. The 

obstacles will have to be identified at both the theoretical and practical levels. At 

the theoretical level, new models have not been integrated in a shared framework. 

At the practical level, record keepers seem to be more inclined to organize 

themselves and their corporate information as if they are still operating in a paper 

environment. Hence, they are still embracing the traditional life cycle view. The life 

cycle view differentiates between the management of active and archival records 

and relegates the archival expertise at the end of the records continuum. Yet the  

digital environment calls for a proactive approach and the integration of the two 

functions (Upward, 2000). This might also mean that the dominant information 

culture in these organizations might be an additional or even bigger obstacle. 
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Therefore, the central question of this thesis is to establish if these observations are 

supported by theory and can be tested through research conducted in the 

municipalities in Sweden and Belgium, where archival legislation puts stringent 

demands on public information management and access.  

In order to answer the central question of the thesis, research related to the 

issues being explored was identified; qualitative interview studies that critically 

examined the interface between Enterprise Content Management (ECM) and 

records management, and information culture were conducted. The management 

and use of information and records amidst e-Government development is central 

to the research problem. e-Government development has impacted the information 

landscape. Web-based technologies have led to different types of information that 

the municipalities have to manage. The proliferation of compound documents  and 

unstructured information on the Internet, mail servers and hard-drives in form of 

web pages, email, RSS feeds, office documents, images, video and sound 

(MacMillan & Huff, 2009; Reimer, 2002), challenges traditional ways of managing 

information and has given rise to new information management approaches.  

The Records Continuum Model can play an important role since it combines 

records and archives management practices. It constitutes four dimensions which 

are paramount to information and records management, that is, create, manage, 

organize and pluralize. Good planning and the effective management of the 

activities that take place at each dimension could promote a proactive and holistic 

approach to information. ECM is claimed to be an emerging information 

management construct designed to help organizations manage their information 

resources effectively and in a manner that gives them a competitive edge (Glazer, 

Jenkins et al. 2005, vom Brocke, Derungs et al. 2008, MacMillan and Huff 2009). 

This makes it worth exploring if ECM is different from records management and in 

which ways it could lead to better information management and hence the 

harmonization of both approaches. 

The municipalities need to appreciate the fact that their current approaches are 

being challenged by the proliferating digital information. This new environment 

requires employees equipped with information and records management skills 

and knowledge that can promote effective information and records creation, 

capture, management, use and re-use. This in turn would promote a mature 

information culture which leverages information in a manner that leads to 

improved service delivery and promotes information access.  The municipalities’ 

solutions to information management challenges ought to address the people 

issues. Research shows that 80% of the challenges are people issues (McLeod, 

Childs, & Hardiman, 2011).  

In theory, there are good prospects to maintain satisfactory information and 

records management practices. In practice, there is a problem of implementation 

and compliance. Research exists that confirms that despite the importance of 
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information as a resource in modern organizations, there are still weaknesses in its 

management and lack of awareness of these challenges that hinder a proactive and 

holistic information management approach (Anderson 2009, Lundell and Lings 

2010, Shepherd, Stevenson et al. 2010). The developments mentioned above 

motivated a study on the approaches towards the management of information and 

records in the municipalities and the impact information culture has on the 

management of public records. The burgeoning information needs to be managed 

in an effective way in order to comply with the rules and regulations governing 

public information and to achieve the objectives of e-Government development. 

 

1.2 AIM AND SCOPE OF THE RESEARCH 

The aim of the research was to establish if the municipalities were coping with 

the above discussed new information demands and whether they were embracing 

a proactive and holistic approach to information management amidst e-

Government development. To achieve this aim, qualitative interview studies were 

designed. Municipal organizations were chosen as case studies because they 

provide the majority of public services and heavily interact with citizens. This 

interaction generates a vast amount of information and public records and has in 

recent years given incentives to the development of e-services (see section 4.3). 

Information and records management involves the deployment of information 

systems and organizational issues which include behaviour and attitudes 

(McLeod, Childs et al. 2011). Research further reveals that people need to be at the 

centre of information management solutions, since they play a major role in the 

success or failure of such solutions (Davenport, 1997). As stated in the 

introduction, the current information environment has become complex and it is a 

known fact that the management of information still poses challenges to many 

organizations. Despite the deployment of information systems, accumulated 

research on information and records management, these challenges are 

omnipresent. The research therefore endeavoured to answer the following 

questions: 

RQ 1. What is known in the literature about the research problems studied in the 

thesis? 

RQ.2. Can records management and ECM be harmonized to contribute to a 

holistic and proactive approach to content, records and information management? 

(a) What are the similarities and differences between ECM and records 

management? 
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(b) Could the information and records management strategies being 

implemented in the public administrations be considered to be the same as or 

similar to ECM? 

RQ.3. Can the existing information culture in the municipalities be an obstacle to 

the implementation of a holistic and proactive approach?  

 

(a)  What type of information culture exists in the municipalities?  

(b) How does information culture influence factors that contribute to achieving 

effective records management and a functioning information 

infrastructure?  

(c) How does information culture impact the capture, management, 

organization and pluralization of public records? 

Research question 1 was answered by identifying research related to the issues that 

the thesis explored and the results are presented in Chapter 3. Research question 2 

was addressed by finding answers to sub-questions 2 (a) and 2 (b). This required 

engaging in case study research and exploring projects that were being conducted 

in the two Swedish municipalities. Three sub-studies were designed that identified 

projects that were directed at business process improvements (this first study was 

conducted together with a fellow researcher), critically investigated the differences 

and similarities between Enterprise Content Management (ECM) and records 

management and, established if ECM factors could mitigate long-term 

preservation challenges. The research findings from these studies are presented in 

Chapter 4. Research question 3 was answered by addressing sub-questions 3(a), 

3(b) and 3(c). The researcher applied the method mentioned above to establish the 

type of information culture that existed in the two Swedish municipalities and a 

municipality in Belgium, the influence it had on the factors that contributed to 

achieving effective records management and information infrastructure, and how 

it affected the capture, management, organization and pluralization of records. The 

research findings of this study are presented in chapter 5. Interviews were used 

throughout the four sub-studies because of the need to interact with the people 

that dealt with information management issues in a real life setting.  

 

1.3 CONCLUSION AND THE THESIS OUTLINE 

The complexity of the current information management landscape as discussed 

above will require robust information and records management regimes and an 

integration of theory and practice if organizations are to meet the new information 

demands amidst e-Government development. The thesis constitutes chapter 1 that 
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offers an introduction to the research, the statement of the problem and the 

research aim and scope of the research. Chapter 2 presents the theoretical and 

conceptual framework and the research method applied. Chapter 3 presents 

research related to the issues the thesis explores from an e-Government, records 

management, Enterprise Content Management (ECM), and information culture 

perspective. Chapter 4 presents the Swedish context and legal framework, the 

characteristics of ECM and records management, ECM awareness and the records 

management overlap, the municipalities’ transformation and e-Government 

development, business processes improvement projects and identified problems, 

poor information and records management and its impact on service delivery. 

Chapter 5 builds on the results of the licentiate research and presents the research 

findings from a study on information culture in two Swedish municipalities and a 

municipality in Belgium. It presents the Belgian context and legal framework, 

respect for records as evidence, skills and experience related to records 

management, records governance model and trust in the organizational records 

management systems. Chapter 6 presents the records continuum model 

perspective and information culture assessment framework, information and 

records management activities at each of the Records Continuum dimensions and 

the information culture of the municipalities and chapter 7 presents a discussion 

and conclusion, implications for theory, implications for policy and practice, 

reflection on the research process, limitations and recommendations for future 

research. This is followed by appendices that detail the type of questions that the 

researcher designed to solicit answers to the research questions and the interview 

coding that was undertaken to protect the identities of the respondents. The 

chapter that follows presents the theoretical and conceptual framework and the 

method and research techniques applied to the research. 
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CHAPTER 2. THEORIES, CONCEPTS AND RESEARCH 
METHODS 

This chapter presents the theoretical and conceptual framework, the research 

methods and research techniques that the researcher applied. 

 

2.1 THE THEORETICAL AND CONCEPTUAL FRAMEWORK 

The Records Continuum Model (RCM) was instrumentally applied during the 

analysis of the information management activities of the municipalities. The RCM 

and the concepts of records management and records, Enterprise Content 

Management (ECM) and information culture are presented here below: 

 

2.1.1 Records Continuum Model  

The Records Continuum Model (RCM) has been used as the overall analytical 

framework in the thesis. The RCM was suitable as an instrument of analysis 

because it promotes the integration of records and archives management practices 

and hence leverages information and records in a manner that fits modern 

organizations. It also facilitates the re-use of information in different contexts and 

by different stakeholders which e-Government development is about. The 

development of electronic services has meant that a lot of emphasis is being put on 

the re-use of information by different stakeholders, an aspect that the RCM 

promotes. Upward (2009) argued that the RCM is a time/space model and not a life 

of the records model. He contends that the records continue to play different roles 

in a life/space model. He warns against the fracture along the lines of paper and 

electronic media if recordkeeping is to be of relevance and contemporaneous to 

today’s society.  

There are two well recognized approaches to the theory and practice of records 

management, namely life cycle and continuum. The life-cycle model, which 

emanates from North America, assumes that records live through current, semi-

current and non-current phases during which they should be either retained or 

disposed of (Bantin, 2008). It demarcates records management from archives 

management. Developed by Australian theoreticians, the continuum model 

provides a framework for the continuum of records management responsibilities 

(McKemmish, 1997). It challenges the traditional view that separates archives and 

records as distinct entities, instead offering a framework for thinking and practice 

related to records and archives (McKemmish, 2001).  It considers records to be 
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always in the process of “becoming” since they can be recalled to be used in other 

contexts (McKemmish, 1997;  Reed, 2005).  

In the continuum model, the stages that the records undergo are recurring and 

reverberating activities that fall both within archives and records management 

(Upward, 2001). The RCM constitutes four dimensions and these include create, 

capture, organize, and pluralize as defined below: 

 

Dimension 1 - Create: represents the locus where all business actions take place. In 

this dimension, documents exist in versions and can be moved beyond this locus. 

 

Dimension 2 - Capture: is when a document is communicated or connected 

through relationships with other documents, with sequences of action. The records 

are in this dimension captured as evidence of transactions and can be distributed, 

accessed and understood by others involved in the business transactions. 

 

Dimension 3 - Organize: Represents an aggregation of records above individual 

instances of sequences of actions. Here the records are invested with explicit 

elements needed to ensure that they are available over time that exceeds the 

immediate environments of action. Here the records join multiple other records 

deriving from multiple sequences of action undertaken for multiple purposes. This 

is the archive or fond that forms a corporate or personal memory. 

 

Dimension 4 – Pluralize: This dimension represents the broader social environment 

in which records operate. The legal and regulatory environment which translates 

social requirements, different for every society and at every period, for records 

management. This dimension further represents the capacity of a record/records to 

exist beyond the boundaries of a single creating entity (Reed, 2005). See next page 

for the model. 
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Figure 1:  Source:  McKemmish, S. (2001). Placing Records Continuum Theory and 

Practice.  Archival Science, 1 (4), p. 350. 

 

The RCM as an instrument of analysis facilitated an understanding of the 

attitudes, norms and the way organizational members viewed public records. This 

is because the RCM is about managing the entire continuum of records, which 

means from creation, capture, organization and to pluralization. The activities that 

take place under each dimension involve most people in an organization. 

Therefore, the effective capture of records hinges on the fact that everybody 

understands and appreciates the strategies put in place to facilitate the 

management of information and records. The attitudes and norms affect the 

activities that take place at each dimension and hence a continuum of attitudes that 

promotes information culture. 

Reed (2005) posited that the RCM can be used for the purpose of multiple 

readings and that it has the capacity to support different interpretations. The 

model is culturally oriented and hence, open for interpretations to suit the cultural 

context in which the records are generated and used (Chachage & Ngulube, 2006). 

This is what justified its use in order to examine the challenges of information and 

records management and the type of information culture that the three local 

administrations embraced. The sections that follow present concepts of records 
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management and records, Enterprise Content Management (ECM) and 

Information Culture 

 

2.1.2 Records Management and Records 

The focus of the study is records and how they are handled in contemporary 

organizations. Records management is defined as a “field of management 

responsible for the efficient and systematic control of the creation, receipt, 

maintenance, use and disposition of records, including processes for capturing and 

maintaining evidence of and information about business activities and transactions 

in the form of records”(ISO 15489-1, 2001, p. 7). The Archives and Information 

Science perspective further emphasizes the context, provenance, integrity, and 

authenticity of the records (Yeo, 2007). Records management systems consist of 

different components like the people, technology and the organization. This is 

what makes it urgent to not only focus on the technology that facilitates the 

capture and management of records but also the environment in which they are 

created.  

Records differ from other information assets because of the inherent 

transactional characteristics that make them reliable and authentic (Barbra Reed, 

2005). Records are the evidence of actions and decisions, and therefore trustworthy 

records are the pillars of accountability and transparency. According to (ISO 15489-

1, 2001, p. 7) records are “information created, received, and maintained as 

evidence and information by an organization or person in pursuance of legal 

obligations or in the transaction of business.” Therefore, records attest the 

transactions that take place in an organization and it is their evidentiary value that 

makes them different from documents. The word public record is interchangeably 

used with records in this thesis. Public records are records created and received by 

the public that is, the records of public organizations.  

The provenance of the records is central to establishing their authenticity and 

enables the records to be traced to their original source. It refers to “’the office of 

origin’ of records, or that office, administrative entity, person, family, firm, from 

which records, personal papers or manuscripts originate” (Winget, 2004, p. 1). 

Provenance is also referred to as “respect des fonds,” and InterPARES defined 

provenance as “the relationships between records and the organizations or 

individuals that created, accumulated and/or maintained and used them in the 

conduct of personal or corporate activity” (Duranti & Preston, 2008, p. 831). The 

principle of provenance is crucial in the digital networked environment, because it 

points out which organizations are responsible for the management of the entire 

records continuum. Upward (2009) argued that it is essential for electronic records 
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to be identified and managed in a manner that will make them accessible for as 

long as they are of value.  

 

2.1.3 Enterprise Content Management  

The proliferation of unstructured information in organizations has given rise to 

new information management constructs such as Enterprise Content Management 

(ECM). ECM is relevant since it promises to manage all content in an organization 

and claims to integrate records management. ECM focuses on the management of 

content, a term used to cover a broad range of digital assets, including web content 

management, document management, and content management (Laplante & 

Guenette, 2000). Tyrväinen, Päivärinta, Salminen and Livari (2006) referred to 

content as assets like documents, websites, intranets and extranets. Kampffmeyer 

(2004) went further and divided content into three categories: 

 

 Structured content: data delivered in a standardized layout from 

database-supported systems (e.g., formatted data sets from a 

database). 

 

 Weakly structured content: information and documents that may 

include layout and metadata, but that are not standardized (e.g., 

word processing files). 

 

 Unstructured content: any kind of information objects whose 

contents cannot be directly referenced and which lacks separation 

of content, layout, and metadata (e.g. images, GIFs, video, 

language, faxes). 

 

The management of content is referred to as content management or enterprise 

content management (ECM). ECM is an overarching term that refers to a number 

of different technologies used in the management of content (Iverson & Burkart, 

2007). ECM is used to deal with the issue of vertical applications, island 

architectures and it serves as a unified repository for all types of content 

(Kampffmeyer, 2004). Bantin (2008) postulated that ECM emerged around year 

2000 as an application that combines the functionality of enterprise document 

management systems with service of content management application. This point 

of view is further confirmed by Kemp (2006), who stated that ECM systems are 

comparatively new and are believed to be advancements of Electronic Document 

Management Systems. Iverson and Burkart (2007) claimed that ECM began as a 

mechanism for staging and publishing web material. 
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ECM is variably defined and Munkvold, Päivärinta, Hodne and Stangeland 

(2006, p. 69) presented it as an “integrated enterprise-wide management of the life 

cycles of all forms of recorded information content and their metadata, organized 

according to corporate taxonomies, and supported by appropriate technological 

and administrative infrastructures.” In 2004, Nordheim and Päivärinta defined 

ECM as “an integrated approach to managing all of an organization’s information 

strategies, processes, skills, and tools (Nordheim & Päivärinta, 2004, p. 1).” Jenkins, 

Köhler and Shackleton defined ECM as “a philosophical approach and the 

underlying technologies used to help businesses transform content into 

competitive advantage” (Jenkins, Köhler, & Shackleton, 2006, p. 63). Vom Brocke, 

Seidel and Simons defined ECM as “The strategies, tools, processes, and skills an 

organization needs to manage all its information assets, (regardless of type) over 

their lifecycle.” (vom Brocke, Simons, & Schenk, 2008, p. 1049). A year later 

MacMillan and Huff offered the following definition: 

 

“Enterprise Content Management is the technologies used to 

capture, manage, store, preserve, and deliver content and 

documents related to organizational processes. ECM tools and 

strategies allow the management of an organization’s unstructured 

information, wherever that information exists (MacMillan & Huff, 

2009, p. 4).” 

 

The above definition was adopted in 2006 by the Association for Information and 

Image Management (AIIM), and it is the definition that is used by most ECM 

vendors. ECM has also become a blanket term to cover information technologies 

used to manage unstructured content. It may be a single system dealing with 

different types of content and records requirements or a collection of repositories 

and applications. ECM proponents claim to have integrated records management 

into the ECM strategy in order to enable organizations to meet with compliance 

issues.  Kemp (2006) posited that ECM is an aspiration to link an enterprise’s 

intellectual assets (content) and document systems to business processes in order 

to enhance effective utilizations. ECM developments are therefore driven by four 

factors: 

 

 Finding existing content; 

 Reducing content duplication; 

 Increasing networking and; 

 Using workflow technologies to speed up business processes (Kemp, 2006, 

p. 19). 
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ECM has evolved to address business needs at an enterprise level and to 

integrate traditionally independent content management technologies like 

document management, enterprise collaboration, knowledge management, email 

management, archiving solution, records management and web content 

management, all in a unified platform. The literature review on ECM has revealed 

that ECM is variably defined as a technology, an initiative, a framework, and skills. 

(Glazer et al., 2005; Jenkins et al., 2006; MacMillan & Huff, 2009; Nordheim & 

Päivärinta, 2004; Smith & McKeen, 2003).  MacMillan & Huff (2009) further argued 

that ECM is about the people in an organization, the context and content, and 

lastly about the technology. McNally (2010) observed that ECM systems have been 

criticized for reducing the skills of workers and for encouraging the sub-division, 

routinization, and automation of workflow processes. McNally contended that this 

approach empowers management since it facilitates the surveillance of workers 

and offers possibilities to audit job performance. Therefore, McNally saw ECM 

systems as a management tool with security controls that can restrict document 

access, editing, and auditing applications since ECM systems enable management 

to track minute changes in a document’s history. This process restricts workers’ 

access to a broad knowledge base of the institution’s work. 

 

2.1.4 Information Culture 

Information is created, managed and used by people. It is the activities of an 

organization’s employees that enhance effective information management. This 

made the study of information culture relevant. The literature review on 

information culture revealed that the attitudes, norms and the value that 

organizational employees have towards their information resources impact how 

they are managed. The attitudes and norms are embedded in the type of culture 

that is espoused by an organization. Buch & Wetzel (2001, p. 40) defined culture as 

“a pattern of shared basic assumptions that the group learned as it solved its 

problems of external adaptation and internal integration, that has worked well 

enough to be considered valid and, therefore, to be taught to new members as the 

correct way to perceive, think, and feel in relation to those problems.” Alvesson 

(2002) posited that a cultural perspective facilitates a better understanding of 

organizations and defines culture as the setting in which behaviour, social events, 

institutions and process take place and are understood.  The cultural dimension is 

therefore central to aspects of organizational life. He was of the view that the 

centrality of culture as a concept comes from shared meanings and that 

organizations are systems of shared meanings. Therefore, the beliefs held in 

common, reduce misunderstandings and wrong interpretations of meanings. 

Hofstede (2001, p. 9) provided  an anthropologically agreed on definition of culture 

as, “patterned ways of thinking, feeling and reacting, acquired and transmitted 



17 

 

mainly by symbols, constituting the distinctive achievements of human groups, 

including their embodiments in artefacts; the essential core of culture consists of 

traditional (i.e. historically derived and selected) ideas and especially their 

attached values.”  

Choo, Furness, Paquette and Van den Berg (2006) defined information culture 

as the organization’s values, norms and practices towards the management and 

use of information. They contended that the values and norms are perceived as 

follows: 

 

 the values provide answers to what the organization perceives to be 

the role and contribution of information to organizational 

effectiveness and what values underlie the organizational style of 

managing its creation and use of information. 

 

 norms are derived from values and are socially accepted rules or 

standards that define what is normal or to be expected in the 

organizations. They can be informal or formal. Informal norms and 

attitudes influence the creation, flow and use of information in 

individuals or groups. Formal rules, routines and polices are meant to 

plan, guide and control information as an asset in an organizations . 

 

Choo et al. argued that information culture and organizational culture are an 

integral part of a process of becoming a knowledge based organization. 

Douglas defined information culture as “an emerging complex system of 

values, attitudes and behaviours that influence how information is (created) and 

used in an organization. Information culture exists in the context of and is 

influenced by an organizational culture and the wider environment” (Douglas, 

2010, p. 388).  Douglas’ definition captures the complexity of information culture. 

The word (created) was added by the researcher because the information process 

starts with the creation of information.  

Davenport (1997) defined information culture as the pattern of behaviours and 

attitudes that express an organization’s orientation towards information. He 

contended that information cultures can be open, closed, factually oriented or 

rumour and intuition-based, controlling or empowering and internally or 

externally focused. He was of the view that all organizations have models of 

information governance which are referred to as political systems. These models 

form local or centralized control of information management. In order to be able to 

establish the governing information management model in an organization, 

Davenport’s research outlined the following models:  
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 Information federalism: based on consensus and negotiation on 

organization’s key information elements and reporting structures;  

 

 Information feudalism: individual business units manage own 

information, define own needs and report only limited information 

to the overall organization;   

 

 Information monarchy: information categories and reporting 

structures defined by firm’s leaders may or may not share 

information after collecting it and 

 

 Information anarchy: absence of any overall information management 

policy, individuals obtain and manage own information. 

 

The governance attitudes determine how supportive and effective the information 

culture is. This thesis is about information and records management in public 

organizations and focuses on information culture, not organizational culture.  

The sections below offer an elaborate description of qualitative research, the 

case study approach, the research setting, data collection methods, data analysis, 

the research process and research quality. 

 

2.2 RESEARCH METHOD 

The sections below present the methodological approaches and the research 

designs for the study. Conducting a sound investigation requires rigour and 

veracity and therefore research should be built on a sound research design. Pickard 

stated that regardless of the methodological approach, it is important to 

demonstrate the value of an investigation (Pickard, 2007).  

 

2.2.1 Qualitative Research 

The researcher embarked on qualitative research because it was the most 

suitable method for this investigation. The subject of this study is information and 

records management which involves people, systems and processes and this 

combination poses challenges. In order to explore this complexity, qualitative 

research was undertaken to cultivate a deeper understanding of the issues. 

Jabareen (2009) argued that qualitative research methods serve as adequate tools 

for exploring complex phenomena. It offers a rich variety of methodological 

combinations such as interviews, document analysis and observations. Patton was 

of the view that studies which focus on one method are vulnerable to errors linked 

to that particular method (Patton 2002, p. 248). Therefore, the use of mixed 
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methods provides cross-data validity checks. Different kinds of data may give 

different results and hence the need to understand the different inconsistencies 

that a researcher finds across different data sets.  

Qualitative inquiries were therefore suitable for this research because the 

researcher needed to interact with the municipal employees in order to understand 

the activities that they were engaged in and how they looked upon them. The 

management of information and records amidst e-Government development are 

putting new demands on information and records management practices. An 

understanding of how the municipalities were coping with these new demands 

required the researcher to engage in qualitative interviews. There was need to be in 

a real life environment in order to access the  everyday lives of the people and 

organizations (Miles & Huberman, 2002). This helped to establish a holistic view of 

the contexts that were being studied. The research questions were centred on the 

actions of people and how they managed information, utilized information 

systems to manage information and records, the attitudes, norms and the value 

they attached to records. Addressing these issues required an interaction with the 

people in the organizations, observation and learning from these environments 

and their relationship with the environments.  

 

2.2.2 Case Study Approach 

Case studies are employed in exploring and deepening our understanding of 

group, organization, social, political and related phenomena. They further help 

researchers to understand complex social issues. They require a rigorous and fair 

presentation of the empirical data gathered by the researcher (Baharein & Noor, 

2008; Pickard, 2007; Yin, 2009). Case studies offer a variety of evidence through 

interviews, documents, artefacts and observations (Yin, 2009).  The goal of the 

analysis in the case study method is to reflect the complexity of human interaction 

from a perspective of the respondents, based on actual events and to make this 

complexity understood by others (Rubin & Rubin, 2005). The case study approach 

to qualitative analysis involves a specific way of collecting data and analysis. The 

purpose of this approach is to gather comprehensive, systematic and in-depth 

information about the cases chosen. The case study methodology has been referred 

to as a soft form of research but Yin (2009) stated that the strength of a case study 

method is the opportunity to use different sources of evidence. A case study 

researcher collects as much information as possible in order to interpret or theorize 

the phenomenon being researched (Merriam, 1988). According to Williamson  

(2002) interpretive case study research focuses on complex descriptions of specific 

cases. This enhances an understanding of social phenomena and their context.  
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2.2.3 Research Setting  

This research has been pursued by undertaking three case studies of two 

Swedish municipalities and a municipality in Belgium. Research settings matter to 

the research being conducted because they determine the accessibility of the data 

needed for the issues being researched.  An ideal case study should provide: 

 

 a possible entry; 

 a high probability of a rich mix of the phenomena of interest; 

 the possibility to build a trusting relationship with participants 

and; 

 a reasonable assurance of data quality and credibility 

(Sundqvist, 2009).  

 

Therefore, settings, actors, events and processes are parameters that ought to be 

considered while selecting case study sites. The three municipalities qualified as 

suitable research subjects because: 

 

 They are public institutions whose activities are regulated by 

law.  

 They are built on an open governance structure and are by law 

required to maintain the information and the records they 

generate in a manner that promotes efficiency, transparency, 

accountability and access to public information.  

 They are engaged in the use of information technology and 

information and the development of e-Government, in order to 

improve efficiency and service delivery. 

 

Municipalities are institutions whose primary obligation is to enhance the social 

welfare of citizens. As such, they follow established rules and regulations in 

executing their obligations (Scott, 2008). They do have stakeholders that provide 

them with the resources and these are the citizens and the government (Larsson & 

Bäck, 2008). The municipalities were particularly of interest to this research 

because of the nature of their business processes. Their interaction with the citizens 

generates a lot of information and records (Sundqvist, 2009). This fact signalled 

that they would offer rich data and a broad perspective on the issues concerning 

public information management. The legal framework that governs their activities 

includes the effective management of information. One of the areas that attract 

attention is the way the municipalities are managing their information assets as 
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they engage in e-Government development. Public access to information is of great 

importance for democratic developments.  

The municipalities that are subjects of this research were small and medium 

sized and they had several committees that carried out the administration and 

implementation of the decisions made by the politicians (Sundqvist, 2009).   

Information intensive and sensitive departments were chosen because their 

documentation processes are highly regulated by the legal framework governing 

public information and the specific laws governing their work processes. The 

researcher therefore looked at the social services departments and the city 

planning departments in the three municipalities. Municipalities engage in a 

complex web of processes that facilitate the delivery of services to the citizens and 

are often consulted by citizens interested in accessing public records (Sundqvist, 

2009). The two departments in each of the cases provided enough background 

information that was relevant to the research questions. The activities of the cases 

were similar in that they were engaged in social welfare, city planning and 

building permit granting activities.  

 

2.2.4 Data Collection Methods 

One of the essential facets of research is to collect data and it can take place 

using a variety of sources. A case study requires a researcher to decide on what 

information will be needed to address the problem being researched, and by what 

means (Merriam, 1988). The following data collections techniques were employed: 

A comprehensive literature review and analysis of articles on ECM, records 

management and information culture was conducted. This was done by searching 

databases like Google Scholar, Emerald, Libris (the Swedish Library System), 

JSTOR and ScienceDirect. Books written by researchers and practitioners were also 

conducted. Merriam (1988) was of the view that all research should take into 

consideration previous work in the area of investigation. She argued that 

neglecting prior research might lead to duplication of studies already done and 

this might jeopardize the intent of research, which is, to build a knowledge base. A 

literature review facilitates an understanding of the area of research interest by 

presenting the state of the art (Merriam, 1988). Frankel and Devers (2000) stated 

that consulting existing literature saves time and strengthens the study design.  

Yin (2009) argued that documentary information is relevant to every case study 

and that the documentation can take many forms. It may include: letters, 

administrative documents, formal studies or evaluations, news clippings or other 

articles. Data found in the documents can be used in a similar manner as that 

ascertained via interviews or observations. Documentary material offer the 

advantage of stability since the researcher cannot alter what is being studied. 
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Documents are therefore more “objective” sources in comparison to other sources 

like interviews and observations (Merriam, 1988).  

The municipalities’ records management policies, retention plans and selection 

lists (in the Belgian case) were consulted in order to understand the information 

and records management strategies that they employed. The Swedish municipal 

retention plans specified the type of records that could be found in the 

departments, how long they should be kept, when they could be destroyed and the 

mode of preservation. The Belgian municipality selection lists presented the 

different types of records that could be found at the departments, the context in 

which the records were created, the legal context, procedures, the different kinds of 

formats that is, whether paper or digital, the transfer date, the administrative date, 

and the historical value of the records and finally they also stated if a record could 

be accessed by the public or not and why. The organizational charts of all the three 

municipalities were also accessed. 

Interviews are a common means of collecting qualitative data and were the 

primary data collection technique the researcher used (Merriam, 1988). This is 

because there was need to interact with the informants of the three municipalities, 

in order to establish a deeper understanding of their information and records 

management environments and to establish the type of information culture that 

existed. Information management has both social and technical dynamics. Patton 

(2002) argued that researchers interview people because we cannot observe 

everything. Feelings, thoughts and intentions are hard to observe. Observing how 

people have organized the world and the meanings they attach to what goes on in 

the world is difficult. Interviews therefore allow us entry into other people’s 

worlds. This helps to establish what goes on in people’s minds. An interviewer 

however faces the challenge of making the informant (to) enter into his/her own 

world. Therefore, the ascertainment of quality data requires genuine caring about 

the perspectives of the people being interviewed and rigorous skills and technique 

in carrying out interviews (Patton 2002, p. 341). The interviews take time to carry 

out but they are a wonderful tool in sharing experiences. It is possible to have long 

or short interviews depending on the number of questions one asks (Patton 2002, 

p.227). 

For this research, interview guides (see appendices 1 – 4) were employed 

because they allow a deeper examination of the phenomenon being explored. 

Interviews can pose challenges of bias because of the interviewer effect. Factors 

that may bias an interview include the characteristics of an interviewer such as 

experience at interviewing, education level, race, age, sex, and the interviewer’s 

opinions and expectations. This might affect the participant’s answer (Darke & 

Shanks, 2002). The interview effect was managed by undertaking enough reading 

about the phenomena that were being researched, the interview techniques and 
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establishing how interviews are conducted. This therefore created an awareness of 

the necessity to develop good listening techniques. The recording of the 

participants’ responses offered an exact record of the expressions that transpired 

during the interviews. A total of 103 interviews were conducted. The interviews 

were transcribed verbatim and the accrued documentation has been well 

maintained. 

Shenton and Hayter (2004) contended that one of the key tasks when 

conducting qualitative research is to gain access to the research setting and its 

employees who later become informants. The informants of the first three sub-

studies of the research were easy to approach because the municipalities were 

partners in the project under which the research was undertaken. The researcher 

did not have any problems in conducting the fourth sub-study because she was by 

then quite acquainted with the two Swedish municipalities. For the informants of 

the third case study, since she had led a consultancy in the municipality in 

question prior to the research on information culture and therefore easily 

negotiated access to the informants. All the informants were very co-operative in 

sharing their knowledge and experiences with the researcher.  

 

2.2.5 Data Analysis 

A researcher collects detailed descriptive data through the interactions and 

conversation with the respondents. The collected data is content analyzed to 

identify patterns of experiences (Patton 2002). Inductive analysis is about 

discovering patterns, themes and categories in one’s data. Findings are a product 

of the data collected and the interaction that the analyst has with the data. When an 

analyst has identified patterns, themes and categories through inductive analysis, 

the final confirmatory stage of qualitative analysis may be deductive. This helps in 

affirming the authenticity and appropriateness of the inductive content analysis 

and a careful examination of deviating data that do not fit in the developed 

categories. Working inductively means that the analyst looks for patterns in the 

data. These patterns are represented as categories, classifications, schemes, and 

themes (Patton 2002, p. 468). 

The analysis process is an iterative and burdensome process and therefore the 

earlier the data is analyzed the better. Merriam (1988) advised that simultaneous 

analysis and data collection allows the researcher to manage the data collection 

phase more productively and to develop a database. Patton argued that qualitative 

analysis transforms data into findings and that there is no single formula of 

carrying out this transformation (Patton 2002). He was of the view that there are no 

abstract processes of analysis that can substitute the skills, experiences, knowledge, 

creativity and diligence work of a qualitative researcher. The challenge however is 

to make sense of the collected data. This process requires reduction of data by 
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sifting less important data from significant data. This enables the identification of 

patterns and hence constructing a framework for communicating what the data 

reveals. Patton postulated that there are few agreed on canons for qualitative data 

analysis when it comes to shared rules for drawing conclusions and verifying their 

sturdiness. Therefore, there are no absolute rules but guidelines. Guidelines are not 

rules and they therefore require the qualitative research analyst to undertake the 

interpretation of the data with his/her full intellect, in order to communicate what 

the data reveals (Patton 2002, p. 433). Williamson (2002) also contended that in 

qualitative research, there are no strict rules which have to be followed while 

analyzing data. However, there are techniques which can be used to help with the 

interpretation of the gathered data. These techniques might include: transcribing 

data, reading through each transcription in order to familiarise oneself, 

categorising the data, playing with ideas. The figure below demonstrates the steps 

the researcher took during the data analysis process: 

 
 

 
 
 

Figure 2: Data analysis steps followed. 

Using categories allows researchers to code and retrieve data. The coding and 

retrieving process means labelling passages of the data according to the content of 

interest in them. Williamson posited that categorisation, coding and indexing are 

interchangeably used. Categories comprise of a short title and the data that relates 

to the category. The categories were reduced to sub-categories for precision, 

(Williamson, 2002). The purpose of categorising data is further to facilitate 

retrieval. The researcher applied categories that were based on the rubrics of the 

questions that were used during the interviews. The categories included; 

Enterprise Content Management, records management, differences, similarities, 

information culture: respect of records, knowledge management, information 

sharing, skills and experience, trust and records governance model.   
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For the fourth sub-study a framework for analyzing information culture 

developed by Oliver (2011) was used. Oliver (2011) argued that every organization 

regardless of size or its functions has an information culture. She further 

maintained that understanding organizational culture is critical to attempts that try 

to characterize an organization’s culture. She therefore developed a framework to 

facilitate an understanding of the characteristics that constitute information 

culture. Using three levels as indicated in the table below, she specified the 

components that one has to address when investigating information culture: 

 

   Table 1: Oliver’s Information Culture Framework 

Level One Is the fundamental layer of an organization’s 
information culture and it includes: 

 Respect for information as evidence; 

 Respect for information as knowledge; 

 Willingness to share information;  

 Trust in information; 

 Language requirements; and 

 Regional technological infrastructure. 

Level Two  Skills, knowledge and experience related to 
information management, which can be 
acquired and/or extended in the workplace: 

 Information-related competencies, 
including information and computer 
literacy. 

 Awareness of environmental (societal 
and organizational) requirements 
relating to information 

Level Three The third and uppermost layer is reflected in: 

 The information governance model that 
is in place. 

 Trust in organizational systems. 

Source: Oliver, 2011, Organizational Culture for Information Managers, pp. 126 – 

127. 

For the purposes of this research, Oliver’s framework was slightly modified in 

order to suit the research settings. The language requirements and regional 

technological infrastructure components were left out because they were not 

relevant to the case studies of this research as indicated in the figure below: 
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Figure 3: Framework based on Oliver’s (2011) information culture assessment 

framework. 

 
Since the fourth sub-study focused on public records, the researcher replaced 

the word information with records at the first level of the framework.  

The three levels go hand in hand because they are all essential in the assessment 

of information culture. A set of questions were formulated under each level that 

covered the elements that were to enable the identification of the type of 

information culture that was being espoused by the three municipalities. The 

aggregation of the findings of the three levels helped her to address research 

question 3(a). Level two and three included issues related to records management 

skills and information governance and trust. The records governance model meant 

the degree of coherence of the overall records architecture (Oliver, 2011). The 

questions at these levels answered RQ 3(b) and 3(c).  

 
2.2.7 Research Process  

 

Four sub-studies have been conducted and three cases were subjects to these 

thematic studies that are described in chapters 4 and 5. The first study was 

conducted with a fellow researcher and was explorative in nature. It focused on 

business process improvement projects and brought us in contact with project 

managers. The second and third studies targeted different categories of employees 

and included archivists, registrars and IT personnel, web editors, business process 

managers, technology strategists/information officers and heads of units because 

they are key to information management issues. The fourth study was a result of 

the first phase of the research. The fourth sub-study engaged different categories of 
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employees such as a receptionist, heads of units, an architect, social workers, 

records and archives assistants, an archivist, members of staff that worked with 

city planning issues, building permits, the environment and the management of 

databases. 

Based on a comprehensive literature review the researcher formulated a 

research problem and decided on the most suitable methodology and theoretical 

framework for the research. This entire process therefore informed the design of 

the studies. Each phase of the conducted studies increased her understanding of 

the questions she was researching. For the details of the studies see chapters 4 and 

5. When the second study revealed that ECM was not a well known phenomenon 

in the municipalities, the questions relating to it were maintained in the third study 

in order to test the concept on different categories of informants. This clarifies the 

repetitive nature of some of the questions on the interview guides in the 

appendices. The first phase of this research which addresses question RQ2 focused 

on information in general which the ECM framework refers to as content. In 

modern organizations, there seems to be an overlap between information and 

records. A lot of the information is referred to as information. Under given 

circumstances, this information can qualify as records depending on how it is used. 

Content in the ECM sense is a wider concept than records, but it can include 

records and, almost any content can be potential records. Thus to manage records 

in this context a holistic approach is necessary and it was relevant to use a more 

inclusive concept to embrace this. 

 The fourth sub-study of the research which addressed question RQ3 focused 

on the management of public records. This is because as explained in chapter 1 

records are different from others forms of information and hence it was 

meaningful in this context. 

 

2.2.8 Research Quality 

In order to demonstrate the rigour of the research a researcher needs to take 

certain measures towards the management and interpretation of the data, (in order 

to ensure trustworthiness of the research). Though the case study methodology has 

been referred to as a soft form of research, Yin contends that its strength as a 

method is in the opportunity to use different sources of evidence. A research 

design is assessed according the concepts of credibility, confirmability, and data 

dependability.  Credibility is a question of the truth and the study needs to ensure 

that the findings make sense, are credible to the people that have been studied and 

to the readers (Miles & Huberman, 2002). Credibility is also achieved by prolonged 

engagement with the research participants (Pickard, 2007). Miles and Huberman 

(2002) further suggested that credibility can be enhanced by: 
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 Descriptions that have to be content rich and meaningful; 

 The use of triangulation of methods; 

 Data should be linked to theoretical or conceptual categories, prior 

to the investigation; 

 The findings have to be internally coherent and concepts 

systematically related; 

 Identification and consideration of uncertainty, negative evidence 

and rival explanations; and 

 Confirmation of conclusions by original informants and if not 

there should be a coherent explanation for it. 

 

Confirmability entails limiting bias since researchers engage in research with 

specific cognitive frameworks. Research should be built on objectivity and 

therefore confirmability ensures that research is done in an unprejudiced manner. 

The researcher’s own conclusions should be traced back to the generated raw data 

of the research (Pickard, 2007). Miles and Huberman (2002) postulated that the 

challenges of confirmability could be minimized by: 

 

 Defining the methods and procedures in detail; 

 Establishing an actual sequence of how data were collected, 

processed, condensed/transformed, and displayed for specific 

conclusion drawing; 

 Explicitly linking conclusions to the exhibits of condensed/displayed 

data; 

 Maintaining a record of the study’s methods and procedures that is 

detailed enough to be followed in an audit trail; 

 A researcher must be self-aware of personal assumptions, values 

and biases, affective states – how they may have come into play 

during the study; 

 Alternative interpretations and conclusions should be discussed; 

and 

 Maintain data for reanalysis by others.  

 

Data dependability is meant to ensure that the process of the study has been 

consistent and reasonably stable over time and across methods (Miles & 

Huberman, 2002). Guba and Lincoln (1989) posited that dependability is parallel to 

the conventional criterion of reliability.  It is a technique of documenting the logic 

of process and method decisions as the dependability audit. Pickard (2007) further 

argued that dependability is established by an inquiry audit and this means that an 
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outside auditor can examine the accuracy of transcripts and document collection. It 

is concerned with the manner in which a study has been conducted and that the 

researcher needs to demonstrate that the methods and techniques used were stable 

and suitable to the research. They proposed techniques such as prolonged 

engagement in the field and the triangulation of data sources, methods and 

investigator to establish credibility. This is achieved through prolonged 

engagement and persistent observation in the field including building trust with 

participants, learning the culture, and checking for misinformation that might be a 

result of misunderstandings, distortions by the researcher or participants.  

Triangulation is espoused when researchers use multiple and different sources, 

methods, investigators and theories to corroborate evidence (Creswell 2007, p. 

208). Peer review is achieved through an external check process of the research. It 

is also important that the researcher clarifies the biases from the outset of the 

study. This helps the reader to understand how the researcher is positioned. The 

researcher does this by commenting on past experiences, biases, prejudices and 

orientations that might have impacted the interpretation and approach of the 

study. Reliability is enhanced when the researcher takes detailed field notes or 

records and transcribes the data collected (Creswell 2007). 

To ensure the suitability of the research technique the researcher designed the 

interview guides and sent them to her supervisors for comments. The interviews 

were recorded and transcribed.  Proper documentation of the data and how it has 

been analyzed has been maintained. The data was reduced in an effort to facilitate 

drawing conclusions. Data was collected throughout the research process. The 

interviews were recorded and transcribed verbatim. This was a tedious and 

frustrating process but it nevertheless gave a deeper understanding of the issues 

that were being researched. The interview and transcription process enabled the 

development of a relationship with the people who shared their information and 

records management experiences. This further facilitated an understanding and 

interpretation of the data. The transcription work re-enforced earlier knowledge 

acquired during the interview process. The quotations from the interviews have 

been translated into Standard English but precaution has been taken not to alter 

the original expressions. The researcher accumulated a lot of data which she has 

had to consolidate and reduce to manageable levels. She has read each and every 

transcript during the categorisation process. 

This is supposed to assist with the replication of the research and hence ensure 

its confirmability, dependability, and reliability. The quality of the research was 

further improved by the use of a theoretical framework and clearly defined 

research questions. The theoretical framework informed the way the researcher 

identified the challenges of information and records management. Precaution was 

taken not to mix personal biases and convictions with the research findings. 
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Triangulation of data was undertaken since the research entailed carrying out 

interviews which inevitably includes observations, the literature review that has 

been undertaken throughout the research process and the analysis of the 

information and records management policies and strategies of the municipalities.  

 

2.2.9 Conclusion 

To sum up, the Records Continuum Model (RCM) was instrumentally used to 

examine the information and records management activities of the municipalities. 

In order to answer the first research question the researcher undertook a 

comprehensive literature review as presented in chapter 3. The second and third 

research questions were answered by engaging in case study research. Qualitative 

interviews were employed to solicit answers to the research questions. The results 

of the studies are presented in chapters 4 and 5. A qualitative approach method 

was chosen because it is common in studies that explore real-life situations and 

where a researcher reiterates and refines data collection methods during a research 

process. A case study design was employed because of the complexity of the 

research questions. The questions required a deeper understanding of the 

municipalities’ information management activities and the information culture that 

they embraced. The three case studies constituted two Swedish municipalities and 

a municipality in Belgium. Data collection methods such as interviews, 

observations and a study of documentary sources were used. The quality of the 

research was achieved through comprehensive recording of the research data, a 

thorough description of the research process and findings. The chapter that follows 

presents research related to the issues that the thesis investigates. 
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CHAPTER 3. RELATED RESEARCH 

This chapter presents research that is related to the questions that this thesis 

investigated and answers the following research question: 

RQ 1. What is known in the literature about the research problems studied in the 

thesis? 

By addressing the above question the chapter gives an overview of research 

that relates to the subject of the study from the perspectives of e-Government 

development, records management, Enterprise Content Management (ECM) and 

information culture. The overview is based on a comprehensive literature review 

of articles in peer-reviewed journals, reports, theses, and practitioner literature 

covering information and records management issues. Information management is 

of paramount importance to e-Government development because e-Government is 

about the effective use of information and information technology to improve 

service delivery. 

3.1 E-Government 

 E-Government has at its core the use of information technology and 

information. It aims to improve the performance of government institutions.  

Andersen (2006) argued that e-Government is driven by policy goals of increased 

effectiveness, efficiency, and information quality, improved interaction 

mechanisms, and in turn better governance tools . Andersen’s research identified 

as of key concern among others, security regarding wireless email and the 

minimisation of data loss. Scholl (2006) who carried out research on the issue of 

sourcing for electronic government posited that some scholars see e-Government 

as a redefinition of information management in government with a strong 

institutional impact. He explored the issue of sourcing and its impact on 

governments’ information management capacity and organizational capabilities. 

Scholl emphasized the need to understand e-Government related sourcing and its 

integration with traditional public management information systems.  

Richard (1999) conducted research on e-Government in the information age and 

argued that before the Internet can be used as an information highway that will 

harness the general public’s opinion in policy development processes, information 

needs to be co-ordinated. She posited that citizens expect some degree of 

homogeneity in government information and that government departments need 
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to think horizontally and to standardize their information package in order to meet 

the citizens’ demands and expectations. 

 Reffat (2003) who looked at components that lead to successful e-Government 

development contended that the challenges that need to be taken into account 

include information management skills. He expressed the fact that information 

management skills are crucial to the treatment of information as a valuable 

resource. Information skills from different disciplines are a necessity in managing 

information content, quality, format, storage, transmission, accessibility, usability, 

security and preservation. 

Melin & Axelsson (2009) used two inter-organizational e-service projects as case 

studies and looked at some of the critical factors concerning e-Government 

development.  These constitute information and data management, the IT as an 

artefact, organization and managerial issues, legal and regulatory preconditions 

and the overall institutional and environmental aspect and lack of organizational 

co-operation. Like Reffat (2003) the aim of their research was to contribute to a 

better understanding of the progress, success and failure in e-Government 

development. Grundén (2009) tackled the fact that there was too much focus on the 

technical aspects of e-Government and contributed to an increased understanding 

of its social aspects. She carried out a longitudinal study of implementation of e-

Government at a Swedish County Administration. The results of her studies 

indicated that important implementation aspects of e-Government were closely 

interrelated with different social consequences. She concluded that there is 

increased focus by management on efficiency which made other goals secondary. 

The secondary goals meant the quality of services to clients and the work situation 

of the employees.   

Jaeger and Thompson (2003)  explored e-Government development around the 

world and argued that the biggest concerns are not only technical. There are policy 

issues like co-ordination, collaboration between agency leaders and agency-

oriented thinking which hinder a focus on overall goals and lack of 

communication. They further identified the management of electronic records as 

one of the future e-Government challenges. The same line of thought was pursued 

by Lazer & Binz-Scharf (2004) who examined the business model required for the 

successful implementation of e-Government and argued that the traditional 

hierarchical and “silo” model of management would cause total failure to e-

Government projects. Sarikas’ & Weerakkody’s (2007) research also put emphasis 

on the need to integrate processes and information systems to replace the 

inefficient and bureaucratic business ones. Stemberger & Indihar (2007) further 

emphasized the need to change business processes, organizational structures and 

the management of information systems if e-Government is to be successfully 

implemented. Weerakkody, Baire & Choudrie (2006) confirmed that e-Government 
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implementations present challenges. They were of the view that e-Government will 

require process and information systems integration and harmonization between 

disparate organizations.  

Sundberg (2006) who carried out research on the problems in e-service 

development in Swedish public organizations confirmed that e-Government 

means change in the way public authorities deliver services to the citizens and a re-

design of ordinary ways of doing business.  In 2010 Aydinli, Brinkkemper & 

Ravesteyn (2010) pursued research in a government department in the 

Netherlands and concluded that business process engineering consisting of 

enterprise information architecture, business process management, management 

control and knowledge management are crucial factors in understanding the 

problems that e-Government implementation present in the digital environment. 

They argued that back-office processes need to be re-designed if effective service 

delivery is to be achieved.  

Kaurahalme, Syväjärvi and Stenvall (2011) used a novel framework to assess 

the strategic maturity of public information management in Finnish municipalities. 

They identified four maturity stages of information, which is a support function, a 

constituent function, a core function and an innovation driver. They concluded that 

public information management is the missing link between e-Government policy 

research and e-Goverment as technology applications domain. The Finnish 

municipalities that were subjects of their research acknowledged the central role 

information plays in e-Government development. They further posited that e-

Government development requires overcoming the challenge of public 

information management.  

The research reviewed above emphasizes the fact that successful e-Government 

implementation has to be built on business process engineering, effective 

information management and change in organizational structures and behaviour.  

 

3.2 Records Management 

There is a lot of research that has been generated on records management as 

presented in this section. In (2005) Sundberg & Wallin looked at how information, 

IT strategies and processes have to integrate with e-service processes. They were of 

the view that the development of new information technologies and organizational 

forms require the integration of records management. They emphasized the fact 

that combined, complex and automated e-services and inter-departmental co-

operation will necessitate the establishment of methods and systems, to guarantee 

compatibility and the usage of electronic records. Mnjama and Wamukoya (2007) 

carried out a literature review on ICT, records management and e-governance. 

They argued that in order for a country to assess whether it is ready to manage e-
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records, it has to examine the legal and regulatory framework, the physical 

infrastructure, procedures for collecting, processing, storing and disseminating e-

records, staffing and training levels, long-term preservation and the accessibility of 

the records. They concluded that even though many governments have tools and 

procedures for managing paper records, electronic records and digital images 

management is still lacking. 

 Harries (2009) wrote about managing records, making knowledge and good 

governance and argued that many organizations are reconfiguring their traditional 

records management functions and incorporating them within a broader context of 

information management, knowledge management, or customer relationship 

management. The University of Northumbria under the leadership of Prof. Julie 

McLeod in 2007 – 2010, conducted a project entitled “The AC+erm Project.” The 

project focused on designing an organization-centred architecture from three 

perspectives:  

 

a) people, including vision, awareness, culture, drivers and barriers,  

b) working practices including processes, procedures, policies and standards;  

c) technology in terms of the design principles for delivering effective 

recordkeeping (McLeod, Childs, & Hardiman, 2010). 

 

The findings of the project confirmed that few organizations have an articulated 

vision for electronic records management, records professionals’ demands were 

sometimes unrealistic or too constraining, people issues were predominant, 

fundamental and challenging and they concerned culture, philosophical attitudes, 

awareness of records management and electronic records management issues, 

knowledge and skills. The project concluded that there are few published in-depth 

critical case studies of success or failure, or post implementation evaluation of 

electronic records management projects. However, records management principles 

appear to be applicable to electronic records management, but that practice needs 

to be adapted (McLeod et al., 2010). Some of McLeod et. al’s findings were further 

confirmed by research that was pursued by Anderson, Borglund & Sundqvist 

(2009) who carried out a study of a project that was being conducted by the 

Swedish National Rail Administration. They also concluded that information that 

is created during the conduct of a project is not easily accessible and transparent 

neither for the entire organization nor for the general public entitled to access. 

They argued that, knowledge transfer and re-use are hindered due to lack of 

effective information management.  

Meijer (2003) used government organizations as case studies to explore the 

relations between ICTs, authentic records and accountability. He concluded that 

there are no technological or organizational safeguards for the preservation of 
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authentic digital records. He contended that norms, values and cognitive scripts 

regarding recordkeeping in public organizations create safeguards for the 

preservation of authentic digital records. He emphasized the need to create 

integral arrangements of technological, organizational and institutional safeguards. 

Asproth (2007) investigated Swedish government departments and how they 

handle records for short and long-term. She argued that issues of long-term 

preservation are technical, legal and organizational and require the capture of the 

context and metadata. Her research revealed that information and records were 

being preserved without appraisal and the printing of digital information on paper 

was being used as a long-term preservation strategy. She concluded that web 

service technologies have enabled the development of internet based applications 

which facilitate the integration of disparate systems and processes owned by 

different organizations but since this is a dynamic environment they do not only 

bring advantages but challenges of responsibilities (Asproth, 2007).  

One way to safeguard digital records is to manage them in Electronic Records 

Management systems that meet requirements for maintaining authentic records. 

Borglund’s research addressed the issue of achieving high quality in recordkeeping 

systems. High quality means the maintenance of digital records’ reliability and 

authenticity. His research resulted in a predictive model for attaining quality in 

records management. He argued that records are a subset of information and 

proposed a model to help with the design of information systems if they are to be 

considered as recordkeeping systems. Borglund’s research highlighted the fact that 

a proactive approach is crucial to the effective management of reliable and 

authentic records and confirmed that this is a belief embedded in the Records 

Continuum Model (Borglund, 2006).   

Daum (2007) argued that in organizations where employees manage records in 

an ad-hoc manner and use technologies not suitable for reinforcing good records 

management practices, there is a risk for lost productivity and increased storage 

and maintenance costs.  She advocated the need to create awareness among all 

staff members, training and the implementation of user-friendly technologies that 

would motivate the staff members to leave their personal embedded practices that 

do not promote good records management and the department silos, in order to 

achieve enterprise-wide records management. She posited that evolving records 

management culture requires policy development. The purpose of the records 

management policy is to assign accountability to the appropriate level of staff.  

Duranti & Preston (2008) who were involved in the International Research on 

Permanent Authentic Records in Electronic Systems (InterPARES 2) research into 

electronic records creation and use, stated that the context under which records 

creators operate today is collaborative and records creation is therefore distributed. 

This environment requires the maintenance of reliable and authentic records. 
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Information systems need to be trustworthy to enhance public trust and the public 

bodies’ accountability (Duranti & Preston, 2008).  

Shepherd, Stevenson & Flinn, (2011) investigated how well records 

management services delivered by English local authorities coped with the 

Freedom of Information implementation. Local government authorities were 

particularly chosen because of their documented weaknesses in records 

management. They argued that in a good majority of cases, local government 

authorities lacked a corporate records management system. The study was based 

on interviews and the data that was gathered showed variation in compliance. 

However, the researchers found it difficult to establish the role records 

management played in promoting access. This was particularly because 

information was supplied from current information resources that had not been 

classified as records or in records management systems.  

The deluge of information that organizations have to manage and preserve calls 

for the identification of the users of information in order to give a return on storage 

investments and to promote re-use and the right to access information. Sundqvist 

(2009) therefore addressed the issue of search processes, user behaviour and 

archival representational systems. Sundqvist conducted research in two Swedish 

public organizations; a municipality and a governmental agency. She dealt with 

the issue of use and users of records, search and access to records from an archives 

and information science perspective. She argued that recordkeeping practice 

creates representations and that this process involves selection, classification, 

highlighting and ignoring parts of the objects represented. Sundqvist’s research 

makes a contribution to understanding the information seeker’s behaviour, an 

aspect that is relevant as organizations endeavour to capture and preserve 

information and records. 

James (2010) looked at records management in the cloud and was of the view 

that in the digital world, transparency rather than protection is more emphasized 

and hence the re-use of data other than storage. He concluded that records 

management will be use-based rather than store-based. Versace (2010) who 

published a short article on a website called Wikibon, which is a professional 

community collaboration with an aim to solve business and technology problems 

through open source sharing of free advisory knowledge, argued that the focus on 

information governance has reinvigorated the interest in records management, the 

profession of records management and the value of records. He contended that 

organizations need to go back to the basics of records management in order to cope 

with the proliferating information assets. He postulated that there is need to 

understand the distinction between content management and records 

management. This is because the basics of records management constitute 

accountability, integrity, protection, compliance, availability, retention, disposition 
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and transparency. This makes records management different from content 

management. 

Castillo-Soto and Baker (2011) carried out research in a department of education 

and looked at the challenges it faced in managing information. Through interviews 

and document consultation they established the reality behind the implementation 

of an information work platform and concluded that their case studies highlighted 

the need to share best practice and collaboration in order to achieve positive 

change in information and records management. 

Dikopoulou and Mihiotis, (2012) pursued research on the relationship between 

records management, accountable and efficient governance. They argued that 

specific training by records management professions would be useful to public 

servants. They were of the view that good governance, information security and 

records management are deeply connected.  They furthermore argued against the 

view that considers archives to be a cultural thesaurus. They concluded that the 

management of the public sector has to be made aware of the cost effectiveness 

that good records management regimes deliver, and emphasized the need to 

involve records management professionals in the legislative, planning and 

operating work of information management. Governments have to implement 

comprehensive strategies for records and archives management.  

Ngoebe and Ngulube (2013) explored the role of records management in 

corporate governance in South Africa. Their study confirmed that records 

management was not a prioritized function and that even when government 

bodies establish audit units and committees, records management personnel are 

often left out. They argued that a better integration of records management as a 

function would promote good corporate governance.   

The research reviewed above confirms that despite technological advancements 

and existing research, organizations still face records management challenges. 

Records management is not yet well integrated with the rest of the business 

processes in an organization and in a manner that delivers business efficiency.  

There is an emphasized need for records management knowledge and skills and 

the crucial need for records management to become use-based rather than storage- 

based. Stored information needs to be re-used in order to give a return on 

investment regarding the costs involved in its management. 

 

3.3 Enterprise Content Management 

The increase in the amount of information that organizations need to manage 

has led to new information management constructs like Enterprise Content 

Management (ECM). Smith and McKeen (2003) stated that ECM is an emerging 

concept that academics, managers and vendors are trying to understand through 



38 

 

research. They examined the scope of the challenges facing companies, the reasons 

why organizations feel it is important to have an ECM strategy, and looked at the 

wide variety of activities involved in effective content stewardship and the key 

information governance issues that must be resolved. They concluded that 

organizations are still grappling with understanding what ECM involves and that 

ECM is at the edge of knowledge management.  

 Nordheim & Päivärinta argued that there is lack of empirical research on the 

customization of ECM systems. They in addition criticized the fact that ECM 

research has ignored the organizational point of view of content and has focused 

on the promotion and analysis of technical functionalities (Nordheim & Päivärinta, 

2004). Vom Brocke and Simons (2008) argued that ECM is an emerging concept 

within the information systems discipline. They were of the view that ECM offers 

the means that enable organizations to deal with their digital assets but that this is 

not without obstacles. They therefore recommended a thorough analysis of the 

content situation of an organization before implementation. They lamented the fact 

that guidelines for content analysis within the ECM literature are rare. They 

proposed a process model for analyzing content. Their model comprises of five 

application phases, namely: the definition of an application area (I); the 

identification of content assets (II); the definition of content attributes (III) and 

attribute values (IV); and the classification of content types (V). The model also 

provides methodical support for each of the phases. 

Blair (2004) discussed the increasing importance of ECM and how it is helping 

organizations to have control over their content and hence meeting their business 

goals and legal needs. He argued that the need for organizations to have control 

over their digital content needs is being driven by laws, regulations and directives 

governing information management like the Sarbanes-Oxley. Further, it is driven 

by the need to make digital information assets accessible and usable in a way that 

would improve efficiency.  

Tyrväinen, Päivärinta, Salminen & Livari (2006) characterized the evolving 

research on ECM and they were of the view that it has received little attention from 

the information systems community. They also came up with a framework which 

covers content, technology, enterprise and process. They postulated that, “ECM 

research from the enterprise perspective is very limited, consisting mostly of early 

conceptual and theoretical recommendations and a limited set of empirical 

studies” (Tyrväinen et al., 2006, p. 630). They posited that much of the ECM 

research focuses on its role in the communication processes of an enterprise. 

Perry and Lancaster (2002) and the Butler Group (2003) examined enterprise 

content developments and argued that document management, web content 

management and digital asset management represent the three most known 

categories of information management solutions. These three categories have 
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converged to form the broader enterprise content management category. 

Information management technologies like Document Management (DM), Web 

Content Management (WCM), Enterprise portals and Knowledge Management 

(KM) have created a framework to manage both structured and unstructured 

enterprise information.  

Päivärinta and Munkvold (2005) carried out an analysis of 58 cases on ECM 

implementation and they argued that ECM solutions require a lot of technological 

and socio-organizational competence and change management. This ought to be 

on a continuous and evolutionary process as organizations, markets and 

technology change. They stated that the rationale behind ECM is driven by the 

global collaboration needs of an organization’s employees, customers and partners 

through digital information content. The maintenance of ECM in an ever-changing 

information technology requires co-ordinated change management. They 

encouraged further research in order to create a better understanding of ECM and 

the enterprise wide management of the digital assets. They stressed the fact that 

ECM does not represent anything new compared to established constructs of 

information management such as information resource management (IRM), 

electronic document management (EDM) and knowledge management (KM) 

(Päivärinta & Munkvold, 2005).  

 Inverson & Burkart (2007) contended that information, knowledge and other 

content types are important assets of an organization. They presented a model for 

evaluating the impact ECM systems could have on an organization. They further 

warned against the over-commodification and dehumanization of work processes 

through automation. The same year Borglund (2007) explored the concept of 

Electronic Document Management and Enterprise Content Management. He 

argued that these concepts are being promoted by commercial actors as a solution 

to information management issues but that they address the same issues that the 

Archives and Information Science discipline has been grappling with for years. He 

examined whether the EDM and ECM systems live up to the requirements of 

authenticity, reliability, the maintenance of records as evidence and their context 

and concluded that, they do have weaknesses. He further argued that the solution 

to information management challenges is not in the deployment of a single system 

but rather an embracement of the archives and information science methods and 

the established standards. 

Vom Brocke et al. (2008) explored the relationship between ECM and Business 

Process Management. They posited that the border between these two concepts is 

blurring and that they both affect each other. They argued that information 

systems researchers have not paid much attention to the developments in ECM 

despite its growth. They also concluded that the impact of content on the 

management of business processes is unexplored. Their research focused on two 
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cases studies that established the challenges that are driving ECM implementation 

from a process perspective. These include: recreation of existing content, 

inappropriate re-use of content, poor information quality, reducing paper based 

processes and capturing externally created content. 

MacMillan & Huff (2009) and Rockley, Kostur & Manning (2003) addressed the 

importance of knowledge management in modern organizations. They argued that 

there are links between ECM and knowledge management. ECM implementation 

within organizations is underpinned by the idea and practice of information 

sharing. This enhances knowledge capture and knowledge transfer. Macmillan & 

Huff (2009) emphasized system integration to eliminate information silos since 

information can be readily accessed, and Rockley et al. (2003) devoted considerable 

attention to the importance of avoiding information silos. Rockley et. al. discussed 

the issues of creating a unified content repository. They contended that the need to 

manage content in a manner that will make it accessible to the people who need it 

in the right format is crucial to serving business needs. They further argued that a 

unified content management strategy rids organizations of the content ‘silo’ traps 

which are usually a result of lack of knowledge of on-going activities within the 

organization, time and inconsistent amounts of information. This results into high 

maintenance costs for content (Rockley et al., 2003).  

Sprehe (2005) presented three cases studies that demonstrated the benefits of 

electronic records management to non-records management functions within the 

context of content management systems. He concluded that an electronic records 

management system that is part of ECM maintains information resources that are 

reliable, usable, authentic and with integrity. Butler Group (2003) a leading 

provider of information technology research, analysis and advice, identified the 

reasons below as answers to why developments around content management have 

arisen: 

 Increased volume of content which organizations must manage; 

 Increased regulations and standards that require organizations to 

manage their content better; 

 The need to track content to cater for organizational needs 

 The global nature of e-business; 

 Mobile and remote working that requires that employees access 

information regardless of where they are and by what medium; 

 The fact that organizations now recognize the monetary 

implications of re-using and re-purposing content; 

 The value of content is more tangible and some organizations 

have started charging for it;  and 

 Protection of the environment by less use of paper and scarce 

resources. 
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The importance of enterprise architecture (EA) in helping different technologies 

in an organization to fit is highlighted by Glazer et al. (Glazer et al., 2005). EA 

facilitates the effective deployment of information systems, requires and enables 

good decision making processes when it comes to the procurement of new systems 

(Johnson & Ekstedt, 2007). EA models include applications, business processes, 

information and the technical infrastructure. EA enables organizations to 

understand the impact of technology investments on overall operations as well as 

assisting them with legislative compliance (Johnson & Ekstedt, 2007).   

Munkvold et al. (2006) carried out research based on a Norwegian oil company. 

The research enabled them to establish the rationale behind ECM implementation, 

which is to achieve effective and efficient e-collaboration. Hockman (2009) argued 

that collaboration is central to ECM and that it is about openness and knowledge 

sharing. According to Hockman, collaboration further involves: 

 

 Awareness of documents that are shared between departments; 

 Communicating internal knowledge and experience; 

 Coming up with common search terminology that will be meaningful to 

different departments as indexing terms; 

 A shared vision for process improvement; and 

 Input from every department to encourage buy-in . 

 

In (2008) Andersen analyzed the key issues driving ECM and problematized the 

rhetoric that technology vendors use to sell ECM solutions to business leaders. Her 

focus was on technical communicators who are having their applications 

supplanted by ECM solutions and yet, they are not participating in the bigger ECM 

discourse. She postulated that technical communicators need to directly participate 

in the ECM discourse in order to shift the rhetoric to a more structured ECM 

debate that will shape the field of technical communication. She was of the view 

that even though ECM streamlines information development and communication 

processes its solutions do not necessarily lead to improved information products 

and communications. This is because the needs of producers and consumers of 

information are subordinated to the process of information development and 

communication.  

Since ECM is about the effective capture of all an organization’s information 

resources, long-term preservation of information of enduring value ought to be 

planned for. Korb & Strodl (2010) carried out a gap analysis between ECM and 

OAIS. OAIS stands for Open Archival Information System reference model upon 

which the architecture of archival and preservation repositories are built (Bantin, 

2008). They conclude that even though the functionality for an OAIS model already 

exists in ECM systems, much of what is needed to be truly long-term complaint is 

still missing. Previous research on ECM highlights the salient issues to the 
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management of content. Zardin, Mola and Rossignoli (2011) used action research 

and analyzed ECM systems that manage enterprise knowledge. They further 

investigated the extent to which such technologies improve the efficiency and 

decision-making processes. They concluded that ECM systems optimize 

information management and hence perfect decision-making processes. They 

however argued that few ECM studies consider the impact ECM technologies have 

on company processes. They stated that no research highlights the strategic role of 

content in enhancing knowledge and improving the decision-making process 

speed. Haug (2012) pursued research on the implementation of ECM solutions in 

SMEs. His intention was to generate insights in how SMEs could successfully 

implement an ECM solution and to also define a model for ECM implementation. 

The same year Katuu (2012) concluded that during the eight years of ECM 

implementation in South African institutions, the predominant ECM application 

modules used were records management, document management and imaging. 

He contended that additional research is needed to assess proprietary and non-

proprietary applications. 

Alalwan and Weistroffer (2012) endeavoured to provide a comprehensive 

literature review on ECM research, a conceptual framework of areas concerning 

ECM and an agenda for future research. They identified 91 ECM research papers 

and concluded that the current ECM research is divided into three structural 

pillars: the system component dimensions, system lifecycle and strategic 

managerial aspects. The first pillar is about tools, strategy, processes and people. 

The second pillar is the enterprise life cycle that is, adoption, acquisition, evolution 

and evaluation and the third pillar is the strategic aspect and involves change 

management and commitment. They confirmed that ECM involves technical, 

social, organizational and business aspects.  

Vom Brocke and Simons (2014) brought together different perspectives of ECM 

in information systems research and hence consolidated knowledge on how 

organizations ought to manage their digital assets. They argued that while ECM 

systems promise to increase and to maintain information quality, streamline 

content-related business processes and to track the lifecycle of information, their 

implementation still poses several challenges.  

The research on Enterprise Content Management confirms that it is a new field 

that organizations are still trying to understand. Though it focuses on the 

management of unstructured content, it takes up different aspects of information 

such as knowledge management, change management, collaboration, business 

process management, system integration, enterprise architecture, the life cycle 

management of information and the fact that ECM systems still lack in managing 

information for long-term.  
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3.4 Information Culture 

The database searches on information culture in Google Scholar, Emerald, 

Science Direct, and Libris, the Swedish library system gave hits on many articles 

discussing organizational culture in relation to information systems 

implementation (Enrique, Llopis, González, & Gascó, 2001; Indeje & Zheng, 2010; 

McGrawth, 2003) and other organizational aspects. Very few articles address 

information culture as a concept.  Some of the early studies on information culture 

were conducted by Ginman (1987) in (Grimshaw, 1995). In (1993) Ginman 

wondered how access and utilization of information could be improved to lead to 

successful business. She argued that the answer could be found in identifying the 

characteristics of mature information cultures and implementing them according 

to the needs of the organization. In 1995 an empirical study was carried out in 

collaboration with the British Library Research and Development Department to 

determine whether there was a correlation between information culture and 

business success (Grimshaw, 1995). The study confirmed that human information 

activities give organizations a competitive edge. It furthermore posited that the 

quality and value of information, its sources, management and communication 

were critical to the success of an organization.  

Davenport like Grimshaw emphasized a human-centered approach to 

information management. He argued that a lot of focus has been put on 

information technology and yet, better computers and communication networks 

do not necessarily lead to better information environments. He instead proposed 

the term “information ecology” which puts a narrow focus on technology but 

addresses the way people create, distribute, understand, and use information. 

Davenport, defined ecology as a “holistic management of information” or “human-

centered information management” (Davenport, 1997, p. 11). He postulated that 

this kind of thinking puts humans at the centre of the information world and 

technology on the periphery. He believed that ecological approaches to 

information management are more modest, behavioral and practical compared to 

the grand designs of information architecture and machine engineering.  

In 1998 Höglund conducted a case study of information behavior in a 

pharmaceutical company. He argued that even though literature on organizational 

culture is growing, there is little use of the concept “information culture.” He 

defined information culture as part of corporate culture and concluded that a 

corporate culture that emphasizes information issues is related to positive 

company performance.  

Widén-Wulff (2000) conducted a qualitative study that reviewed information 

cultures in 15 Finnish insurance companies. She also pursued an argument similar 

to Höglund’s that information culture is intertwined with organizational culture. 

She highlighted the correlation between a rich information culture and successful 
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business performance, as demonstrated in Grimshaw’s study. Widén-Wulff was 

concerned with the internal information flow and how a rich information culture 

and functioning knowledge creation connect to successful performance. She 

contended that information culture is about information systems, common 

knowledge, and individual information systems in form of attitudes and 

information ethics. She concluded that the organizations she reviewed were aware 

of the importance of information, but argued that it was the most difficult asset to 

manage (Widén-Wulff, 2000).   

Curry & Moore (2003) confirmed the connection between information culture 

and organizational culture. They used organizational culture as a starting point for 

their research on information management in healthcare. Finding it difficult to 

quantify and qualify culture and information, they discussed the need for a tool to 

measure and develop an information culture. They argued that despite the 

frequent use of information culture as a concept in the literature, there is no agreed 

upon definition. They posited that it requires a well developed organizational 

culture in order for information culture to be nourished. This further clarifies why 

information culture and organizational culture are intertwined. The two concepts 

have common attributes in the form of values, assumptions and beliefs. Six years 

after Davenport´s argument against the focus on information technology as a 

solution to information management issues, Curry and Moore (2003) also 

concluded that the adoption of information technology alone is not sufficient. To 

deliver effective information management information technology has to be 

complemented with a good information culture.  

Information culture was defined by Choo, Furness et al. (2006) as an 

organization’s values, norms and practices towards the management and use of 

information. They carried out a case study of a large Canadian law firm where 

finding, sharing and processing information was critical to the organization’s 

operations. They argued that information values and information culture play an 

indispensable role in defining how people share and use information. They 

considered information behaviours from a perspective of information 

management, information culture and information use. They claimed that in order 

for organizations to achieve superior business performance, they should have the 

following capabilities: 

 

 Information technology practices: the capability to manage IT applications 

effectively and infrastructure to support operations, business processes, 

innovation and managerial decision-making. 

 Information management practices: the capacity to manage information 

effectively over the life cycle of information use, including sensing, 

collecting, organizing, processing and maintaining information. 
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 Information behaviours and values: the capability to instill behaviours and 

values in people which promote the effective use of information. 

In Oliver (2004, 2008) carried out research in three universities in Australia, 

Hong Kong and Germany. She explored the concept of information culture and 

focused on national as well as corporate characteristics that shape organizational 

culture. Her aim was to establish whether national cultural dimensions impact 

information cultures. She enhanced an understanding of the interactions of 

organizational culture with information and its management. Her perspective was 

that information cultures exist in all organizations. An effective information 

culture requires effective communication flows, cross-organizational partnerships, 

co-operative working practices and open access to relevant information, 

management of information systems, clear guidelines and documentation for 

information and data management, trust and willingness to share information 

(Oliver, 2008). She used a multi-dimensional information continuum model which 

distinguishes the different purposes of information and ensures that the differing 

perspectives are taken into account. The overall research findings revealed that the 

overarching societal information management frameworks influence 

organizational policies. Moreover, the legislative requirements play a crucial role 

in shaping information cultures. She identified the following factors to characterize 

the information culture in the three case studies: 

 

 Recognition and acceptance of societal requirements for managing 

information; 

 Recognition and acceptance of organizational requirements for 

managing information; 

 Attitudes to sharing information; 

 Utilization of information technology; 

 Trust in written documentation; and 

 Preference for low or high context communication (Oliver, 2008, p. 

379). 

 

Oliver further argued that the adoption of international standards impacts the 

information frameworks that organizations embrace and how well the 

organizational members understand, accept and practice the information 

management values embodied in these frameworks. The features of information 

governance also reflect the values accorded to information. The case studies further 

highlighted the need to take into account the context in which information 

management activities take place. Oliver (2011) postulated that since organizations 

are part of a broader societal context, in order to diagnose information culture 

there is need to understand both internal and external factors that influence 

information management. She emphasized the need to examine the geographical 
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location of the organization and whether it is multinational or restricted to a region 

or country the functions of the organization since they determine the legislation 

that is applied and the standards; and the management of the organization since 

that reveals the priority given to information management. She further argued that 

understanding these intertwined factors facilitates a diagnosis of information 

culture in an organization. Oliver confirmed that information culture is 

inextricably linked to organizational culture and that the term connotes cultural 

characteristics that are unique to a particular organization (Oliver, 2011).  

Choo, Bergeron, Detior & Heaton (2008) explored the link between information 

culture and use in three organizations. They tried to establish whether there is a 

systematic way to identify the information behaviours and values that characterize 

an organization’s information culture. Their research settings included a public 

health agency, a national law firm and an engineering company. Amongst the 

influences they found that shape the information culture of an organization are 

mission, history, leadership, employee traits, industry and national culture. Again 

they assert that information culture as a concept has not been adequately explored 

in current research. The results of their 2006 research demonstrate that different 

organizational issues need to be effectively managed if information is to be 

leveraged in a manner that gives a competitive advantage. 

Douglas (2010) carried out a qualitative study to explore the values, attitudes, 

beliefs and behaviours that government departments in Western Australia show 

towards information. Even though information is pervasive in all government 

departments, the value the departments ascribe to it and their attitudes and 

behavior towards it are not well understood.  Her study found information culture 

to be complex, systemic and reflexive. She also identified intricate relationships 

between information culture and organizational culture, information management 

and information use. Like Curry and Moore (2003) she asserted that although 

information culture is frequently used as a concept, there is no agreed upon 

definition. She highlighted a paucity of research into information culture which is 

supposed to give organizations a competitive advantage if well aligned with 

business strategies. 

Choo (2013)  developed a typology of information culture which includes: 

 

 a result - oriented culture, where the goal of information 

management is to enable the organization to compete and 

succeed in its market or section. 

 a rule-following culture where information is managed to 

enable the organization to control internal operations and to 

reinforce rules and policies. 
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 a relationship-based culture, where information management 

aims to encourage communication, participation and a sense of 

identify and  

 in a risk-taking culture, where information is managed to 

encourage innovation, creativity, and exploration of new ideas. 

  

The result-oriented culture pursues goal achievement and competitive 

advantage, the rule-following culture pursues control, compliance and 

accountability, the relationship based culture pursues communication, 

commitment and participation and the risk taking culture pursues innovation, 

exploration of new ideas and creativity. He postulated that organizations can 

display to varying degrees norms and behaviours from all the four information 

culture types. He concluded that identifying an organization’s culture would 

facilitate cultural change and hence a systematic implementation of change. 

Using a ministry with an informal training records management program, 

Wright (2013) interviewed 207 employees and explored Curry’s and Moore’s 

information culture assessment tool. She examined information culture in a 

regulated government environment. Her aim was to establish the relationship 

between records management training provided to staff, staff self-perceptions of 

records management competencies and compliance with a formal records 

management program. She concluded that there is a correlation between formal 

training delivered to staff and the self-perceived level of records management 

competency. This means that the more training that the staff get, the more they 

perceive the need for further training in order to achieve the level of compliance 

required by the records management program. She was also of the view that 

understanding information culture features, is crucial to the identification of gaps 

in dealing with the challenges of organizational records management training and 

the effect it has on compliance with organizational information and records 

management programs. The research on information culture confirmed a 

correlation between good information management practices and business 

efficiency. Despite the deployment of information systems, the people issues have 

to be part of the equation if information is to be utilized to its fullest potential. 

 

3.5 Conclusion  

In conclusion, this chapter highlights the changes that have to take place if e-

government is to be successfully implemented. The e-Government scholars 

emphasize restructuring of public administrations and their processes to facilitate 

the identification, management and sharing of information across organizational 

units and the integration of information systems. e-Government developments 

seem to have contributed to the reigning complexity in information and records 
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management (Asproth, Borglund, Samuelsson, & Öberg, 2010). The review of the 

e-Government literature highlights the central role information plays amidst e-

Government development which relates to the issues that this thesis discusses. 

The literature review on records management demonstrates that a lot of 

research has so far been carried out by records management scholars (Bearman, 

1994; Dollar, 2000; Duranti & Preston, 2008; Eastwood, 1994; Gilliland-Swetland, 

2000; Shepherd & Yeo, 2003). Records management scholars have written about the 

challenges of electronic information management, records management best 

practice issues, information access and the functional requirements for records 

management systems. However, the challenges are still omnipresent and therefore 

the review confirms the need to invest in records management skills and 

knowledge and to integrate it in organizational business processes.   

ECM is considered to be a relatively new concept and field. The literature that 

discusses it from a scientific point of view is only emerging. A few of the identified 

articles are based on formal research. The majority of the papers identified were 

either written by practitioners within the information technology industry or 

scientists in the Information Systems discipline. The ECM approach promotes 

knowledge management, change management, collaboration, business process 

management, system integration, enterprise architecture, the life cycle 

management of information but ECM systems still lack in managing records for 

long-term. Some of the authors reviewed questioned if ECM is offering anything 

knew compared to established fields such as records management and criticized 

for the routinization of work processes. Perhaps based on the literature review, one 

could argue that its potential lies in promoting the above mentioned aspects of an 

enterprise-wide information management approach. It further focuses on all 

content in an organization whereas records management has focused on the 

management of authentic records. The researcher identified two articles discussing 

ECM and written by scholars in the Archives and Information Science field. There 

is not much discourse going on between archivists/records managers and ECM 

proponents. This demonstrates the need for Archives and Information Science 

scholars to engage in the ECM discourse. This would enhance the role that records 

management plays in organizations and the society at large but it would also 

uphold the records management principles. It further demonstrates the need for 

more formal research in the area.   

Researchers pursuing information culture research argue that a lot of focus has 

been put on information systems and yet, most of the problems related to 

information management are attributed to people. The literature review on 

information culture has therefore contributed to an understanding of how the 

people issues affect the management of records. Information culture researchers 

have established the correlation between mature information culture and 
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successful business. The researcher identified one author who has addressed 

information culture and records management issues. The rest have researched 

information culture and the management and use of information in general.   

No previous research examining the interface between ECM and records 

management nor much research focusing on the impact information culture on the 

management of public records has been identified. This research will therefore fill 

the gap that currently exists on the subject and it further enhances an Archives and 

Information Science perspective to the ECM discourse. The present study is 

different from the above reviewed research because it discusses information and 

records management issues from a different angle. It investigates the interface 

between two information and records management constructs and information 

culture and also highlights information management challenges amidst e-

Government development. The issues pursued by the reviewed researchers 

confirm the relevancy of this research. Organizations still face enormous 

information management challenges and they need to embrace a proactive and 

holistic approach in order to meet with new information demands. 

The chapter that follows presents the characteristics of Enterprise Content 

Management (ECM) and records management, the legal framework that governs 

the Swedish information management environment and results from the three 

studies that were conducted in two Swedish municipalities. 
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CHAPTER 4. THE INTERFACE BETWEEN ENTERPRISE 
CONTENT MANAGEMENT AND RECORDS 
MANAGEMENT 

This chapter has built on a literature review and the integrated results of three 

interview studies that were conducted in two Swedish municipalities referred to as 

A and B. Its aim was to establish if a system oriented solution such as ECM and 

records management could be harmonized to contribute to a proactive and holistic 

information management approach. It did this by addressing the following 

questions: 

 

RQ.2. Can records management and ECM be harmonized to contribute to a 

holistic and proactive approach to content, records and information management? 

(a) What are the similarities and differences between ECM and records 

management? 

(b) Could the information and records management strategies being 

implemented in the public administrations be considered to be the same as or 

similar to ECM? 

The above research questions were answered by undertaking the following 

three sub-studies: 

 

 An exploratory study of projects directed at business process 

improvements. 

 

 The exploration of the concept of ECM in relation to Records 

Management. 

 

 The identification of ECM factors that were relevant to the 

mitigation of long-term preservation challenges. 

 

The first study took place between June – October 2009, and identified projects 

that were directed at business process improvements. The aim of the projects was 

to improve service delivery and to develop electronic services. The study was 

explorative and the researcher designed it in collaboration with a fellow researcher. 

See appendix 1 for the interview questions. The study enabled interaction with the 

project managers who had a deeper understanding of what was going on within 

the projects and the municipalities. Using an interview schedule which had semi-

structured questions, 16 project managers were interviewed. One of the project 

managers was responsible for two projects which brought the number of projects 
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to 17.  Answers to questions regarding; ownership and finances, duration, the logic 

behind the project, project gains, personnel involvement, customer orientation 

(citizens), information systems and project evaluation were elicited. The interviews 

gave an insight in the work that the two municipalities were undertaking and 

exposed some of the challenges the projects were facing.  

The second study explored the concept of ECM in relation to records 

management. See appendix 2 for the interview questions. This study aimed to 

establish whether the concept of ECM was known in the municipalities and 

whether the information management strategies that the municipalities were 

espousing were the same or similar to ECM. The study design was based on the 

literature review on ECM and records management and the results from study 1. 

This study was carried out between May – June 2010. It was based on the factors 

that ECM proponents prescribe and therefore questions relating to the following 

sub-themes were formulated; management of structured and unstructured 

information; business process analysis and enterprise architecture; information 

management systems; e-Government and e-services; organizational changes; 

effective information management; collaboration and information dissemination; 

repurposing of information; information overload; knowledge capture; and, long-

term preservation of information. A total of 18 interview schedules were sent out 

by email and 17 responses were received. The targeted administrative managers 

who could not participate recommended a person they thought was suitable. The 

three people who were recommended were IT Strategists/information officers from 

municipality A. The study particularly focused on administrative managers 

because they can make decisions and hence institute change. Additionally, 

information and records management issues require top management support 

(Shepherd & Yeo, 2003).  

The third study investigated whether ECM factors could mitigate long-term 

preservation challenges. See appendix 3 for questions that were asked. Qualitative 

interviews were conducted and the interview guide was based on the literature on 

ECM and records management. This study was carried out in September – 

December, 2010. The interview guide solicited opinions on; ECM; structured and 

unstructured information; Business Process Management (BPM); Enterprise 

Architecture (EA); organizational changes; information overload; effective 

information management; long-term preservation of information; storage 

repository; and, storage media. The study focused on municipal officers who dealt 

with the strategic planning and management of information. The categories of 

people interviewed included; archivists, system administrators, a registrar, a 

project manager, web editors and IT personnel. 14 people participated in the face 

to face interviews and the 15th informant answered the questions by email. The 

study started with the municipal archivists who recommended a member of staff 
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that they thought would most suitably answer the questions. That person in turn 

recommended the next informant. This is known as “snowball sampling.” Through 

interviews and observation one informant advises on issues that need further 

inquiry and hence directs the researcher to another person that might offer more 

answers (Pickard, 2007, p. 65).  

Section 4.1 presents the Swedish context and legal framework that governs the 

management of public information. Section 4.2 presents Enterprise Content 

Management (ECM) and records management characteristics while section 4.2.1 

presents results on ECM awareness and the records management overlap. The two 

sections answer RQ. 2(a). Section 4.3 presents the transformation that the 

municipalities were undergoing as a result of e-Government development.  

Sections 4.3 and 4.4 present the projects that aimed to improve business processes, 

the organizational, structural and the information management challenges that the 

municipalities faced. These sections contributed to an understanding of the 

information management framework of the municipalities and a comparison with 

ECM. The sections facilitated answering RQ. 2(b).  

 

4.1 The Swedish Context and Legal Framework 

The Swedish public sector constitutes three levels: central (governmental 

agencies), regional (governmental agencies and municipal county councils), and 

local government (municipalities). The county councils and municipalities are to a 

certain extent independent of central government (Ostberg, 2010). Municipalities 

are also independent authorities. However, they are legally bound to the central 

government in so far as they are subject to the rules of local self-government 

instituted by the constitutional law in the Instrument of Government, known in 

Sweden as Regeringsformen, RF.  

According to the Local Government Act of 1991 every municipality should have 

an elected council, which appoints an executive committee and other committees 

to fulfil the responsibilities and obligations of the municipality. The executive 

committee heads and co-ordinates the municipal administration, supervises the 

activities of the specialised committees, drafts the municipal budget and prepares 

and implements council decisions. The executive committee is presided over by a 

chair who is the highest political representative of the municipality.  

The specialised committees are responsible for assisting the municipal executive 

committee in the preparation and implementation of decisions made by the 

municipal assembly. Each committee is an independent agency with its own 

decision-making powers.  

Within their territories the municipalities have certain legal responsibilities such 

as the power to levy and collect taxes and to create some ordinances. They can also 

enact certain local political decisions within the limits of legislation. Municipalities 
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provide wide-ranging and complex services for and on behalf of the citizens. The 

services include mandatory services such as: social services, childcare and pre-

school, primary and secondary education, care for the elderly, support for the 

physically and intellectually disabled, primary healthcare, environmental 

protection, spatial planning, refuse collection and waste disposal, rescue and 

emergency services, water supply and sewerage and road maintenance. They also 

deliver optional services such as; culture, housing, energy, employment, industrial 

and commercial services (Häggroth, Kronvall, Riberdahl, & Rudebeck, 1996; 

Larsson & Bäck, 2008). The municipalities can also own limited companies. 

Sundqvist (2009) hence argued that municipalities are very complex organizations 

that engage in different fields of competences.  

Sweden promotes readily access to public records and there is no demarcation 

between current and archival records. Therefore the term “archives” according to 

the Archives Act means both current and archival records. The moment a public 

record is received and stamped or created and put on file, it becomes public and 

can be accessed by the general public. In the Freedom of the Press Act, the concept 

of official documents is used. An official document is defined as “any written or 

pictorial matter or recording which may be read, listened to, or otherwise 

comprehended by using technical aids” (Sveriges Riksdag, n.d., p. 210). Chapter 2 

of the Freedom of the Press Act, Article 1, guarantees that “every Swedish citizen 

shall be entitled to have free access to official documents, in order to encourage the 

free exchange of opinion and the availability of comprehensive 

information”(Sveriges Riksdag, n.d., p. 209). The principle of public access to 

government records is one of the cornerstones of the Swedish judicial system. This 

right is however restricted in the provisions of the law, where classified 

information is concerned. The legal framework which governs the management of 

public information and records follows: 

 

 The Freedom of the Press Act (SFS 1949:105) 

 The Public and Secrecy Act (SFS 2009:400) 

 The Archives Act and Ordinance (SFS 1990:782; SFS 1991:446) (Sundqvist, 

2009). 

 

The rules governing public access to government records date back to the first 

Freedom of the Press Act of 1776 (Gränström, Lundquist, & Fredriksson, 2000). 

Access to government records guarantees that public agencies can be scrutinized in 

order not to misuse their powers. The Public Access and Secrecy Act was enacted 

in 2009 and has provisions that supplement the ones in the Freedom of Press Act 

on the right to access public records. A good example of such a provision is the 

obligatory registration of public records (Regeringskansliet, 2009). The registration 
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of public records is a requirement by law (Gränström et al., 2000). It is an 

important part of the open governance structure of Swedish public 

administrations. It facilitates the traceability of records and hence promotes 

information access.  

Sundqvist (2009) clarified  that Sweden’s registry system emanates from the fact 

that it belonged to the German cultural sphere and was during the early modern 

times dependent on public servants educated in the German states. This is why the 

registry system also emerged in the Swedish royal chancellery. According to the 

Swedish Archives Act 1990, records should be handled in a manner that promotes: 

 

 The right of free access to public records; 

 Information requirements to public jurisdiction and administration;  

 Research requirements.  

 

The municipal archives are supposed to meet the above objectives and they are in 

addition, a national cultural heritage. The archives Act and Ordinance therefore 

spell out the general rules of records and archives management.  
 

4.2 Enterprise Content Management and Records Management 
Characteristics 

This section presents the characteristics of the two information and records 

management approaches. Since Enterprise Content Management (ECM) had not 

been implemented in the two Swedish municipalities, a comprehensive literature 

review was undertaken as demonstrated in chapter 3 in order to establish what it 

entailed. The section is therefore based on a literature review, the research findings 

of the study that explored the ECM concept in relation to records management 

and, the information and records management strategies of the two municipalities.  

ECM is a relatively new area of research that has engaged primarily information 

systems researchers and the technology industry while records management is an 

established field and practice that has occupied records managers/archivists 

(Shepherd & Yeo, 2003; Smith & McKeen, 2003; vom Brocke, Simons, et al., 2008). 

Records management focuses on records and their evidentiary value. It hence 

facilitates decision-making processes and protects rights by providing evidence 

(Shepherd & Yeo, 2003; Yeo, 2007), while the focus of ECM is on unstructured 

content (MacMillan & Huff, 2009). Unstructured content includes; documents, web 

pages, reports, audio files, video clips, project spaces, shared disk drives, and 

desktops (Feldman & Villars, 2006; MacMillan & Huff, 2009; Reimer, 2002).  ECM 

has an enterprise-wide view and prescribes enterprise architecture, business 

process management, collaboration, knowledge management, system integration, 

repurposing of information and the life cycle information management (de 
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Carvalho, 2007; MacMillan & Huff, 2009; O’Callaghan & Smits, 2005; Smith & 

McKeen, 2003; vom Brocke, Simons, & Cleven, 2009). There are international 

standards that aim to promote good records management practice. No ECM 

standards are extant. Records management systems have been used to maintain 

the quality of records, that is, their authenticity, reliability, integrity and usability 

while ECM systems endeavour to manage and facilitate access to all an 

organization's content.  

The table below presents the identified characteristics of the two information 

management approaches that are based on the literature review that the researcher 

carried out (For reference see Chapter 3 for details): 

   Table 2: Summarizes the characteristics of ECM and records management.  

Discipline Enterprise Content  

Management (ECM) 

Records Management (RM) 

 An emerging field and practice; 
a subfield of information 
systems for the computing 
disciplines. 
 
Engages information systems 
researchers and the IT-
industry. 
 
Endeavours to bring all of an 
organization’s unstructured 
content into a managed 
environment in order to 
promote information sharing, 
controlled access, retrievability 
and archiving. 

 
 
Defined as an integrated 
approach (an initiative) to 
managing all of an 
organization’s information 
content. 

Established established field and practice 
practice. 

 
 
 
Engages records managers and archivists, 
and the IT industry. 
 
 
Aims to control the creation, receipt, 
maintenance, use and disposition of records 
efficiently and systematically. 

Systems Facilitate access to all the 
relevant information in an 
organization. 

Used to manage records effectively by 
maintaining their authenticity, reliability, 
integrity and usability and to improving the 
quality and coherence of processes. 

Drivers Driven by the need to meet the 
global collaboration needs of 
an organization’s employees, 
customers and partners 
through digital information 
content. 
 
 
A convergence of document 
management, web content 
management and digital asset 
management. 
 

Driven by legislative requirements; underpins 
government accountability, freedom of 
information and privacy legislation, protection 
of people's rights and entitlements, and the 
quality of the archival heritage. 
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Claims to improve business 
process management; 
collaboration; change 
management; repurposing of 
information; knowledge 
management; system 
integration; enterprise 
architecture; and the 
management of information 
throughout its life cycle. 

Takes care of risk management, knowledge 
sharing and organizational efficiency. 

Focus Focuses on content. Focuses on records that are differentiated 
from other types of information because of 
their evidentiary value. 

Social and 
Technical 
aspects 

Has social and technical 
aspects. 

Has a social and technical aspect. 

Approach Life-cycle view: active, semi-
active and retention or 
destruction. 

Has a life cycle, a records continuum 
perspective, and a view to long-term 
preservation.  

Orientation Technology oriented but it is 
also claimed that it is also 
about the people and 
processes. 

Both technology-oriented and analogue. 

Standards Is based on quality assurance 
standards ISO 9001 and ISO 
17025. 
 
In 2006 the need for increased 
interoperability among 
disparate ECM applications 
gave rise to an international 
standards organization called 
Interoperable enterprise 
content management  (iECM) 
consortium. The aim to define 
standards and best practice. 
 

Guided by international standards and best 
practice such as: 
 
-ISO 15489.1: 2002 Records management – 
General 
-ISO 15489.2: 2002 Records management – 
Guidelines 
-Open Archival Information System (OAIS 
ISO 14721:2002)  
-Standard for metadata ISO 23081;  
-Technical Report on Work Process Analysis 
for Records ISO/TR 26122: 2008 
-ISO 30300:2011 Management system for 
records. 
 

 

The literature review resulted in an identification of eight ECM factors. These 

factors are referred to by the ECM proponents as crucial to the successful 

implementation of an ECM solution in an organization (Glazer et al., 2005; Jenkins 

et al., 2006; MacMillan & Huff, 2009; vom Brocke, Derungs, et al., 2008). The factors 

constitute: Enterprise Architecture (EA); Business Process Management; Change 

Management; Collaboration; Knowledge Management; System Integration; 

Repurposing of Information and the Lifecycle Management of Information. A 

definition of each of the factors follows here below: 

Enterprise Architecture (EA) is defined as an approach for managing an 

organization’s information systems portfolio (Johnson & Ekstedt, 2007). 

Goikoetxea (2007, p. 2) defined it as, “a set of business and engineering artefacts, 

including text and graphical documentation, that describes and guides the 



57 

 

operation of enterprise-wide system including instructions for its lifecycle 

operation, management, evolution, and maintenance.” Aziz, Obitz et al (2005) 

defined EA as a holistic view of an enterprise’s processes, information and 

information technology assets. It is a vehicle for aligning business and IT in a 

structured, efficient and sustainable way. The successful deployment of 

information systems should be based on EA because it enables good decision 

making processes regarding information systems and how they fit the existing IT 

environment (Johnson & Ekstedt, 2007). EA models include applications, business 

processes, information and the organization’s IT infrastructure. According to the 

Butler Group (2004) EA has become increasingly important to organizations 

because it helps them to understand the impact of technology investments on 

overall operations and to achieve legislative compliance. It also provides the 

essential framework for the communication, interpretation, and implementation of 

corporate objectives through a well aligned IT environment. As part of the EA, 

organizations also need to analyze their business processes. 

Business Process Management is defined by Elzinga, Horak et al. (1995, p. 119) 

as “any structured approach used to analyze and continually improve 

fundamental activities, such as manufacturing, marketing, communications, and 

other major elements of a company’s operation.” The analysis of business 

processes facilitates the ability to identify where records and information are 

created and received and helps organizations to improve business operations in 

their entirety focusing on the input, the output, the customer, and the value of the 

output (Hammer & Champy, 1995; ISO/TR 26122, 2008; Ljungberg & Larsson, 

2008). When processes are analyzed they often lead to organizational changes 

which require change management. 

Change Management is according to Thumma (2011, p. 1) “a structured 

approach to transitioning individuals, managers, teams, and organizations from 

their current situation to a desired future state.” The implementation of ECM 

systems brings about change in organizations.  Their effective use hinges on how 

people embrace them.  Change is inevitable in today’s business world but it is 

important that the reasons for change are effectively communicated (Rockley et al., 

2003). Flexibility and responsiveness are key to implementing change successfully, 

but it requires organizational change capabilities such as strong leadership, the 

ability to change the organizational culture and values, and a focus on customer 

service (Sundberg, 2006). McGreevy (2003) pointed out that difficulties in 

managing organizations through a transition should not to be underestimated 

because individual reaction can vary. The line managers play a central role in 

implementing change by providing relevant explanations and information to those 

affected. It is also important during times of change for people to collaborate and 

to share information. 
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Collaboration is central to ECM; it enables employees to work dynamically 

toward a common goal while capturing, storing, and archiving the content they 

produce. Conceptually, collaboration implies awareness, motivation, self-

synchronization, participation, mediation, reciprocity, reflection, and engagement 

(AIIM Market Intelligence, 2009). In short, collaboration is about openness and 

knowledge sharing. According to Hockman (2009) it involves: 

 

 Awareness of documents that are shared between departments; 

 Communicating internal knowledge and experience; 

 Coming up with common search terminology that will be meaningful to 

different departments as indexing terms; 

 A shared vision for process improvement; and 

 Input from every department to encourage buy-in. 

Knowledge management is equally as important and was defined by Alavi and 

Leidner (2001, p. 113) as the identification and leveraging of collective knowledge 

in an organization  in an endeavour to help an organization to compete. They 

argued that knowledge management promotes innovativeness and responsiveness. 

ECM and knowledge management are linked and are of increasing importance in 

modern organizations. ECM implementation in organizations is underpinned by 

the idea and practice of information sharing, which enhances the capture and 

transfer of knowledge. The efficient management of information guarantees 

continuity of business processes and knowledge management. A lot of knowledge 

is retained in the minds of the employees, but some of the ECM proponents claim 

that ECM can help organizations to retain knowledge when employees leave 

(Butler Group, 2004; MacMillan & Huff, 2009). If knowledge is to be effectively 

managed and shared, information systems need to be integrated. 

System integration allows systems to “talk” to each other and eliminates 

information silos (Rockley et al., 2003). The management of information systems is 

central to business operations and access to accurate and timely information 

hinges on how well aligned these information systems are with business 

operations. According to Themistocleous (2004), the real value of information 

systems derives from the integration of disparate applications so they can support 

processes across the whole value chain. It is also equally important that the 

information that organizations endeavour to capture, manage and preserve is 

repurposed. 

Repurposing content saves money (Iverson & Burkart, 2007) and enables 

organizations to avoid “reinventing the wheel.” Rockley, Kostur & Manning 

(2003) recommended a unified content repository where information would be 

readily available for use and reuse. Currently, there is considerable emphasis on 
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the reuse of government information at the national and European levels through 

the public sector information (psi) directive (The European Union, 2003). Reuse or 

repurposing promotes the development of new services from existing 

governmental data sets. This requires a holistic information management view 

that would enhance the management of the information continuum. 

The life cycle of information has to be managed from its creation, management, 

and review to its distribution, storage, and eventual disposition (MacMillan & 

Huff, 2009). ECM applies a life cycle model to the management of information. 

Munkvold, Päivärinta, Hodne and Strangeland’s (2006) research on Statoil 

confirmed that Statoil’s ECM strategy focused on the entire lifecycle of the content 

- that is, from capture/creation to long-term preservation or disposal.  

 

4.2.1. ECM Awareness and the Records Management Overlap 

This section presents the overlap that was identified between the two 

information management approaches. The research findings revealed that there 

were similarities between ECM and the information management activities of the 

municipalities. The majority of those interviewed in the study were not aware of 

ECM as a concept. There were however a few who thought that the way 

information was being managed in the municipalities had some similarity with 

some of the ECM factors. The following informant for example argued: 

 

“I partly think that we manage information as in the ECM strategy. 

We have different ways of handling our digital information in the 

different business systems that are closely connected to the 

different business activities but, I think we still miss a cross 

organizational approach (Officer E9). 

 

The municipalities were required to handle their information and records 

according to the legal framework governing public information. Within the records 

management framework, they undertook work that was similar to the ECM 

prescribed factors. These were; change management, business process 

management, collaboration, repurposing of information, knowledge management 

and system integration (See table 3 below). 
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   Table 3: Activities pursued by municipalities A and B similar to ECM 
ECM Factors Records Management Factors 

 Municipality A Municipality B 

Change 
Management 

Engaged in change 
management. 

Engaged in change 
management.  

Business Process 
Management  

Process work was on-
going and process owners 
had been appointed. 
Results had led to the 
standardization of case 
handling in one of the 
units and the merging of 
some of units. 

Process work was on-going 
but not at the same level as 
in municipality A.  
Results in one of the units 
had led to rationalization of 
work, reduction in staff and 
the merging of units. 

Collaboration Staff members 
collaborated around 
information but not in a 
systematic  manner.  
 
A project that aimed to 
promote information 
sharing was being 
planned. 
 
The municipality had 
issues when it came to 
collaboration with other 
municipalities around 
innovative ideas that had 
not yet become official. 
This is because once this 
information was captured 
then it had to be made 
accessible in accordance 
with   the Public Records 
Act. 

Staff members collaborated 
around information but not    
in a systematic manner. 
 

Repurposing of 
Information 

Consultation with old 
records and the archives 
was performed. 
 
Investments in a common 
repository had been made 
to facilitate information 
access, sharing and 
traceability. 
 
The municipality had 
undertaken information 
modelling though it was 
not enterprise wide. 

Consultation with old records 
and archives was performed. 
 
Investments had been made 
in a centralized registry 
function to facilitate readily 
access of records and 
traceability. 

Knowledge 
Management 

Employee-to-employee 
transfer of knowledge was 
the norm. 
 
Two projects were 
underway to capture and 
to systematize knowledge 
management. 

Employee-to-employee 
transfer of knowledge was 
the norm. 
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System Integration Had started thinking about 
system integration at the 
systems procurement 
stage. 

Had started thinking about 
system integration at the 
systems procurement stage. 

 

The municipalities undertook change management whenever new systems 

were implemented because they recognized that without training staff, there 

would be a high risk of under-utilisation or rejection of new information systems. 

Training also enabled the employees to acquire the necessary skills required in the 

new environment. There was also an opposite view that claimed that lots of 

investments were being made in new applications but less was spent on change 

management. The following administrative manager P7 was of the view that: 

 

“I think that little money is invested in training sessions. Expensive 

applications are bought and then it is believed that things will 

work out automatically and that is not often the case.” 

 

Work with business process analysis was being undertaken but it was being 

pursued at differing levels of maturity. Municipality A had done much more than 

municipality B. Municipality A had for example appointed process owners to work 

with process analysis. It however lacked a common definition for business process 

management. One of the informants argued that they had an IT perspective, a 

business perspective and an information management perspective. The challenge 

was to create a common understanding of the term. In municipality B process 

analysis was still premature, but there was awareness of its importance.  

Collaboration around information management issues was emerging, and 

municipality A had even engaged in information modeling in order to identify 

information needs. However, this information modeling was not done at an 

enterprise-wide level.  

In both municipalities the archives function was not integrated with the rest of 

the core functions, but archives were looked upon as a place to send records that 

were no longer active or a place to keep the original records. This meant that 

information that was to be reused was kept in the information management 

systems or in the intermediate archives. The central archives were consulted for 

old records. Information officers/IT Strategist P1 contended that close collaboration 

between the records management function and information technology units 

would facilitate the management of information. Some of the informants said they 

collaborated with the archivists and others were of the opposite view. 

Administrative Manager P15 stated that they had a good dialogue with the 

archivist: 
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“Yes, but we could be better at utilizing the competence that we 

have in that area. I think that we have over time had a relatively 

good dialogue.” 

 

One of the informants in municipality A argued that the administrative staff 

ought to be made aware of the fact that they need the archivists during information 

planning. The following informants argued that: 

 

“The municipal archivist is not consulted as much as I would wish 

but he is being used more and more to structure up information 

especially, when it comes to how information is used in the 

business processes. This is meant to facilitate for the archives to 

manage it later” (IT Strategist P8). 

 

“The archivist is a very progressive person but I think he is in 

certain processes consulted quite late” (Administrative Manager 

P16). 

 

“The archivist is rarely consulted. I think he was involved in the 

procurement of the case and records management system, in the 

steering group but there are lots of other systems that are procured 

and used without his knowledge” (IT Strategist P1). 

 

“I cannot answer whether the expertise of the archivist is utilized” 

 (Administrative Manager P13). 

  

“The municipality has not been good at utilizing the competence of 

the archival institution and the archivist. It is bad at utilizing that 

competence and letting the archivist to be actively involved” (IT 

Strategist P9). 

 

The interviews revealed that in municipality B there was no collaboration 

between the IT Unit and the archivist. In both municipalities, processes of 

information systems acquisition excluded the archivists and sometimes members 

of the IT unit. This created an IT infrastructure with disparate information systems 

that further exacerbated the issue of long-term preservation since the 

municipalities had to deal with many systems. Since the archivists were not 

consulted during information planning, the issue of long-term preservation was 

often not put into consideration. Focus was put on the management of current 

information in order to create more efficient business processes. The studies 

revealed that projects aimed at improving business processes often lacked long-
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term preservation strategies and this could be clarified by the fact that archival 

expertise was often left out of such projects.  

 The different information systems served as temporary “digital archives.” IT 

Strategist P1 argued that: 

 

“Our worst example is that in this municipality (A) there are three 

personnel salary systems of which two are ”storage.” One of them 

is active and is our personnel administration system but since the 

other two have not been archived or migrated then they are also 

kept. It is a heavy job.”  

 

Municipality A was faced with the challenge of maintaining aging systems 

because there were no better replacements. Some systems were maintained 

because integration was difficult or the measures to migrate the information to 

new platforms were too expensive. 

In both municipalities, information was being repurposed by consulting old 

records or the archives. The fact that the municipalities did not have digital 

archives further complicated the proper re-use of information. This was an area 

that needed further development. 

The municipalities faced the challenge of knowledge management. There was 

no systematic way of managing the knowledge accumulated by long-term 

employees who had developed specialized knowledge. However, there was 

awareness of the need to establish a more developed system for knowledge 

capture. The following informant argued that:   

 

”Knowledge management is quite unstructured. In certain cases it 

is necessary to ensure that those who leave the organization for 

various reasons and have critical business information, that it is 

retained in the organization. Normally we do not do it but let the 

information disappear” (Administrative manager P14). 

 

 The current knowledge management approach required retiring or vacating 

officers to pass on knowledge by working side by side with their replacements. 

This facilitated the maintenance of knowledge in-house while the replacement was 

being trained. The time period was limited as it was costly to pay two salaries for 

one position.  Information/IT Strategist P8 revealed that a retired employee had 

tentatively introduced the idea of managing knowledge via a wiki. She further 

argued that this would be a systematic way to capture knowledge, but it would 

also require the engagement of all employees to document their problem solving 

tactics. In another instance, Administrative manager P12 expressed the fact that a 
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project was being conducted to document the experiences of a member of staff who 

had worked in Municipality A for a long time. The project was to also include 

important documentation that has been accumulated by the retiring member of 

staff over the years. The project was to be completed before the person’s 

retirement.  

The issue of disparate information systems was caused by un-coordinated 

procurement processes that were done outside the formal procurement 

procedures, and lack of enterprise architecture to guide investments in the IT 

infrastructure. This resulted in an IT infrastructure with disparate systems that 

created islands of information. These systems became stand-alone systems and 

created inefficiency, duplication of information and needed separate maintenance. 

This further created integration problems. There was however a realisation in both 

municipalities of the necessity to create a more consolidated IT-environment with 

integrated systems. Municipality A had therefore invested in a case and records 

management system and it needed to integrate all its information systems and to 

migrate information from these legacy systems.  However, some of the information 

systems were very old which made it practically impossible. Some of the 

information was manually moved to the new systems, which was a time 

consuming exercise. Municipality A had about 50 systems that were old, and if 

anything was to go wrong information would be lost.  The management of 

unstructured data in both municipalities remained a challenge. Issues regarding 

enterprise architecture had become more pronounced in municipality A because 

there was a growing awareness of how information systems and business 

processes should be aligned. However, this alignment was not yet well planned for 

or mapped. Sometimes, individual units purchased small systems that were 

specific for their activities. The following informant argued: 

 

”The municipality has an IT plan which lays out the process for 

acquisition of new systems but since all departments have their 

own budgets and finance their own IT systems then one ignores 

the IT-plan and indeed they do” (IT strategist P1). 

 

The information systems procurement process was supposed to involve 

representatives from different units, to establish whether an information system 

could serve more than one administrative unit. However since the purchase of new 

systems was uncoordinated and was based on the individual administrative unit 

needs, it led to the implementation of specialized systems that only a few people 

could manage. Administrative manager P3 argued that: 

 

“We have some obvious worries where we are supposed to 

collaborate beyond the information systems’ boundaries. Right 
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now we are in a process of changing the personnel system and the 

personnel planning system that are not integrated with each other. 

This is an area that needs further development. We have many 

specialized systems that are isolated.” 

 

Specialized systems required special competence which made the 

municipalities vulnerable where personnel who managed them on a regular basis 

were absent from work. The management of different information systems was 

costly and posed challenges. Responding to the issue of system integration 

Administrative manager P5 and IT strategist P1 expressed the fact that: 

 

“Integration is a requirement but I cannot say it is an issue we have 

effectively dealt with. We still have one or two systems that appear 

without consultation” (Administrative manager P5). 

 

“The integration of systems is not thought about and when one 

buys new systems it comes up as a surprise during the pursuit of a 

project” (IT strategist P1). 

 

An informant in Municipality A argued that they were instead faced with the 

problem of multiple integrations of systems that are not standardized and, had 

problems with upgrades. The acquisition and mergers of system suppliers also 

caused problems to the municipalities. This complication was often overlooked 

during the formulation of requirements specifications. This meant that once a 

supplier of a system was bought up by another company, then the maintenance of 

the supplied system could not be guaranteed. Municipality A for example was 

forced to buy a new personnel system despite the fact that the system it was using 

was still new and functioned well. The personnel also had just been trained after 

its implementation and were acquainted with it. The municipalities were despite 

the challenges of information management engaging in e-Government 

development and hence transforming their way of working.  

 

4.3 The Municipalities’ Transformation and e-Government 
Development  

 This section presents the transformation that the municipalities were 

undergoing and the efforts they were making to engage in e-Government 

development. The interviews revealed that the two municipalities had embraced 

change and were also transforming in order to cope with the demands for high 

quality service delivery and e-Government development. According to the 

informants, changes were constantly taking place in both municipalities. This also 

transformed the way work was being executed and resulted in the merging of 
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units. These changes had led to a new leadership style and consolidation of 

business processes. The administrative managers in both municipalities talked 

about delegation, an inclusive decision-making process, personnel involvement 

and inclusive leadership. Administrative manager P3 argued, that while the 

changes that had taken place had been accepted by employees, the heads of units 

still had to understand the impact this was due to have on positions of power.  

Municipality B had centralized its functions, established general guidelines and 

was working its way away from the “silo way” of doing business. This is was an 

endeavour to cope with the changing environment in which it operates, create 

more effective processes and hence better utilize the common resources. 

Administrative manager P5 argued that: 

 

“What we are trying to do is to centralize and to also create 

common guidelines. We are trying to work more across 

departmental boundaries than the old silo structures. They do not 

work.” 

 

 She further contended that this required double leadership that is to say, 

leaders who can both focus on their units but also on the entire municipality:  

 

“One should not pay a blind eye to all the challenges that exist and 

the fact that one gets a bit protective as a leader by focusing only 

on one’s own unit or department. I however think that we are on 

our way to getting more and more people in leadership positions 

to realize that, leadership in this respect has to be double whereby 

one must be responsible for a unit/department but also see to it 

that the entire organization functions well. One is part of the 

organization and I think that is how we shall get the municipalities 

to function” (Administrative Manager P5).  

 

Administrative Manager P5 was of the view that these developments were 

impacting the old structures. Even though things were moving slowly, definite 

changes were taking place and were to lead to improvements as far the 

standardization of municipal activities was concerned. Administrative manager P3 

stated that they were working with workflows and not “silos” and that leadership 

in the municipality was based on the Lean Method.1 Officer F9 further clarified that 

                                                           
1
 The Lean Method is the systematic elimination of waste from all aspects of an 

organization’s operations and where waste is viewed as any use or loss of resources that do 

not directly lead to the creation of a product or service a customer wants. The method gives 

administrative managers the tools to be good leaders and aims to reduce production 
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Lean is actually a philosophy that means becoming more effective and a means of 

eliminating unnecessary work moments. It is about bettering ways of working so 

that people can work smarter in order to maximize the output from the resources.  

She emphasized the need to discuss who the municipalities were there for and 

who their “customers” were. In municipality A for example, the social services unit 

had created “one-stop-shop” which was meant to enable the citizens to have “one-

stop point” to turn to in case of an inquiry. Cases that had before been spread 

among different officers were now being handled by a group of professional 

officers, using specialized knowledge. A “one-stop shop” was being discussed for 

prospective business organizations because, where for example permits for 

different purposes were to be granted, citizens have had to deal with different 

instances within the municipality. A “service declaration” had also been 

introduced in Municipality A. This was a way to keep track of the progress of 

citizens’ cases. The citizens were progressively informed about how their cases 

were being handled and the time it would take to deal with them. 

On the 1 July 2009, municipality A established what it referred to as 

Koncernstaben, which is a committee that was to undertake a holistic management 

of the municipality and its subsidiaries. Koncernstaben was to effectively work with 

a document called mål och resurs plan literally translated as the “goal and resource 

plan.”  This had led to the consolidation of units, where several functions were put 

under the same roof and units had been physically amalgamated. It was hoped 

that these changes were to lead to improvements in service delivery.   

Both municipalities were actively participating in experience-sharing fora to 

facilitate the development of e-services. Municipality B was involved in a 

European Union funded project called Promoting Innovation and Knowledge 

Economy (PIKE). The project highlighted good examples of public authorities in 

the European regions that have established better service, democracy and 

efficiency through the increased use of information technology. It also facilitated 

knowledge sharing and had financed a study tour to the Republic of Ireland in 

which both municipalities and a couple of others had participated. The purpose of 

the tour was to familiarize the participating municipalities with the Irish Donegal 

Online Planning Services (DOPS) project. The project had developed an e-service 

which was regarded as a good example by the European Union Pike Project worth 

spreading to other municipalities. The DOPS e-service allowed the citizens of 

Donegal to fully access up-to-date planning information in a transparent and 

accessible manner. All information relating to a planning application was 

published online. Both municipalities also participated in a project called E-Länet 

literally translated as e-county. This project was meant to create a more conducive 

                                                                                                                                                    

resource requirements and costs; increase customer responsiveness; and improve product 

quality, (National Research Council Canada, 2004). 
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environment for new businesses through the delivery of effective services and the 

implementation of e-services, meeting places, quick expedition of cases, and the 

facilitation of information on the tendering process within the municipalities.   

E-services were being developed at varying degrees and some of them were still 

partially digital. The following officers gave examples of the e-services that the two 

municipalities had so far developed: 

 

 “In Municipality A we still have very few e-services. There is one 

real e-service and this is “school on the Internet” where parents 

can communicate with the teachers, see the grades and school 

work and the attendance and absence of the school children” 

(Information/IT Strategist P1). 

 

“We have an e-service where the citizens can post their views 

about what is good or bad about the municipality and the 

reception they get” (Administrative manager P5). 

 

“We are not completely done with the process of application forms 

for adult education as an electronic service. The forms can however 

be accessed and are downloadable at the moment but they have to 

be manually filled in. The aim is to have a fully developed 

electronic service where people can fill in the forms from home 

when applying for courses and send them electronically” 

(Administrative manager P13). 

 

Both municipalities were updating their websites with information relevant to 

the delivery of e-services and with various forms that could be completed and sent 

to them by ordinary mail. Informants argued that the most developed e-service in 

both municipalities was being delivered by the school administration units which 

offer interactive services. The school e-service enabled parents with an e-signature 

to access information about the attendance and absence of their children, 

homework, school reports, and minutes of school meetings, photographs and other 

documents about the school. Information/IT Strategist P1 believed that the 

municipal e-services will have to offer the same possibilities as the Swedish 

Internet banks. Internet banking services allow customers to view their bank 

accounts, transfer money, access bank statements among other services without 

getting in physical contact with the bank. 

The same information/IT strategist P1 hoped that via an e-service, citizens 

would be able to view the different engagements they have with their 

municipality. Those who have parents in elderly peoples’ homes, children at day 

care and at school, would be able to log into a system and access information about 
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the type of business they have with their respective municipality. This would 

however require an integration of systems so that information could be accessed 

via a common interface and leveraged to serve the queries that would be posed by 

citizens. The same interviewee contended that municipalities needed to change the 

way they viewed information and re-focus from an information systems 

management perspective to an information management perspective. In other 

words, more attention should be paid to the information that is in the information 

systems and that there has to be someone responsible for it.  

Information/IT Strategist P8 believed that technology required further 

development if e-services are to generate internal and external value to both the 

municipalities and the citizens. She was of the view that there should be a 

complete chain of information management.  She for example contended that if a 

citizen applied for a permit to start a restaurant, the application should directly be 

sent to the case handling system, which in return would send a signal to the officer 

in charge that there was a case to handle and, which would automatically be 

registered. A message would then be automatically sent to the applicant (the 

citizen), establishing a two-fold communication. She furthermore argued that there 

are 290 municipalities, with the same type of customers but they all have different 

companies that deliver different IT solutions to them. The same informant wanted 

to see a standardization of the different case handling systems and hoped that this 

would facilitate the development of integrated e-services and enhance the 

integration of information systems.  

 

4.4 Business Process Improvement Projects and the Identified 
Problems                                                      

This section presents the kind of projects that the municipalities were 

undertaking to improve service delivery, develop electronic services and the 

problems they were faced with. In order to engage in e-Government development, 

the municipalities had to improve their business processes and they did this by 

undertaking projects. Projects are looked upon as an organizational model aimed 

at improving an identified area of business (Ljungberg and Larsson, 2008). A 

number of ongoing projects were identified in order to establish if there were any 

challenges relevant to the subject of study. All the projects involved information 

management and in some of the projects the concerned municipality collaborated 

with other parties and therefore information was managed via a common server. A 

few of the projects that clearly demonstrated the impact information management 

can have on service delivery are described below.  
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The following table lists the type of projects that were on-going during the time 

of study 1: 

   Table 4: Summary of on-going improvement projects in municipality A and B: 

Project Motive Municipality A Municipality B 

Business Process 
improvements 

Case and Records Management 
System  

Centralized Registry 
Function (Case and 
Records Management 
System 

Geographic Information System 
(GIS) 

Municipal Master Plan 

E-Trading E-Trading 

Accounting System E-Invoices 

 Personnel Management System Care Planning Process 

 Staff Service System Learning Swedish by Doing 

  Young People in Focus 

 

4.4.1 Examples of Projects and Identified Information Management 

Problems 

 

Project 1 involved Municpality A and B, three other municipalities and the 

county medical care (primary care and hospital care). The decision to institute the 

project was made by the heads of the different departments of the participating 

municipalities and the county medical care. The purpose was to ensure that the 

right information was conveyed to the parties involved (municipality/county 

medical care). The project aimed to improve the communication gap that the 

patients, the health personnel from the municipalities and county medical care 

experienced. This gap resulted in patients who overstayed instead of being sent 

home and hence fewer available beds for new patients.  This increased the costs for 

both the county medical care and the municipalities. In order to improve the 

security of all the parties involved there was need to effectively manage the 

information flow in order to avoid misconceptions. Lack of proper information 

management created an environment where the right decisions could not be made. 

This in turn put the patients and the personnel involved at risk since some of the 

patients needed special equipment installed in their houses prior to their return. 

Healthcare personnel could have access to the patient information for a period of 6 

months and thereafter it is blocked. The rest of the information was integrated in 

the medical files. According to the interviewed project managers, the project had 

already started showing benefits in healthcare planning. The bottlenecks that were 

created by the misunderstandings and lack of information used to subject the 

patients to unnecessary suffering. 

Project 2 of Municipality A aimed to achieve effective planning and 

management of health care staff working hours, a good overview of where the staff 

were most needed in the unit, better utilization of staff skills, and to create a 
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common repository for records. The project for personnel planning was directed at 

personnel working with services for the elderly and disabled people who were still 

living in their homes. It was initiated because there were too many temporary 

personnel and poor co-ordination of their work schedules. This meant that at times 

staff forgot to visit some of the patients. Lack of co-ordination of information had 

resulted in some deaths. Some staff members did not know when they were 

expected to be on duty and others forgot or thought they were off-duty. A political 

decision was taken to effectively deal with the problem to avoid further 

catastrophes.  

Project 3 – of Municipality A - the case and records management project aimed 

to bring about a more effective management of records in the municipality. The 

system was to act as a common repository which would enhance effective records 

management and facilitate follow up of decisions. The system would promote 

better information access, transparency and accountability. The problem the 

project faced was to migrate information from the legacy systems.  

Project 4 pursued in Municipality B was based on a political decision and it 

targeted young people who were school dropouts or unemployed. The purpose of 

the project was to prevent young people’s alienation and develop tools that could 

empower them. In 2005 a new law obliging the municipalities to take responsibility 

for young people between the ages of 16 – 20 was enacted.  It obliged the 

municipalities to organize supporting activities for them. There was an informal 

group before the initiation of the project which constituted representatives of the 

school, the social care administration department and, the employment bureau. 

This informal group had meetings on the problems experienced by the young 

people at school and at home. However, there was no formal organization to deal 

with these problems. Besides the informal structure made up of different 

authorities, there were legal aspects as a result of the Secrecy Act that hindered the 

exchange of information. The project co-ordinator argued that the various 

resources that the different authorities invested could be more cost-effective if they 

were co-ordinated. This would also result in better decision-making processes, 

which in turn would benefit the youth. The project manager had plans to establish 

a web site with important information targeting different groups that is, the 

parents, school personnel, businesses and the community life. How the 

information was to be organized had not decided by the time of the interview. 

These projects posed the following challenges: 

 

 Lack of correct information and hence poor decision making 

processes. 

 Patients who overstayed and cost much more than planned or 

less available beds to new patients. 
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 Misconceptions that put the patients’ lives at risk and sometimes 

resulted into death. 

 Lack of system integration which made information access 

difficult since systems could not “talk” to each other. 

 Lack of cost-effectiveness since information sharing among the 

parties dealing with an individual was sometimes prevented by 

the Secrecy Act.  

 

The two municipalities were not used to working with processes that stretched 

beyond their own committees and this created obstacles in the operation of the 

projects. However informant A6 argued that: 

 

“The accounts unit was used to working with cross-functional 

projects but in the beginning during the pre-study it was harder to 

interest the entire municipality. The personnel who practically 

work with the core activities were positive.” 

 

The “silo” problem also appeared in the information systems because new 

information systems were procured without consultation with other units who 

might have had the same needs. Project manager A1 argued that the concerned 

bosses and the project leaders have to play a more active role in informing the 

personnel about the objectives of the projects in order to avoid the silo way of 

thinking and to promote collaboration.  

While some of the informants expressed satisfaction regarding the support they 

enjoyed, a few were critical. Lack of support complicated the management of the 

projects. Informant A5 expressed disappointment since the reference group of the 

project she was in charge of did not have a representative at a top management 

level. She argued that where there were clear reasons to institute organizational 

changes, it was not possible to do so because the reference group members did not 

have the required powers. The constant change of top management staff was also 

cited as a big problem in some of the projects. 

Project managers and teams developed new ways of thinking and working 

methods. Knowledge transfer from the projects differed depending on what the 

achievements were but, was often achieved through the establishment of networks 

and websites. Different training methods were required and e-learning platforms 

and the Intranet were used for training and information dissemination.  

Project manager A14 demonstrated that special knowledge was developed 

during the pursuit of the projects and argued that: 

 

“The project has stimulated the development of specialized 

competence since e-invoicing requires a different way of working. 
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One needs to know the laws governing the suppliers and through 

the assistance that is extended to the suppliers’ the personnel have 

developed a problem solving attitude.” 

 

In one of the projects where a new system was being implemented, project 

manager A1 revealed that: 

 

“The learning of the new information system will be e-based which 

will give the employees ample time to study it at their own 

convenience on the Internet. A specialist at each unit will be 

trained by the system developers and they will be the ones 

responsible for any issues their fellow employees will have.” 

 

Project manager A10 expressed the frustration she felt during the conduct of her 

project. She highlighted the need for a holistic approach and a well prepared 

commencement phase which for example, would take into account competence 

development issues. She postulated that a project costs more where people do not 

have the right competence since there is always a delay in the delivery of results. 

This prolongs the project time. Project manager A6 also confirmed that competence 

development needed to be emphasized and that employees have to be receptive in 

order to develop new ways of thinking and working. She argued that team work 

requires working with processes and that, the delivery of results requires people to 

be ready to let others critique their work before submission in order to incorporate 

the different views. She also revealed that prestige and power struggles were a big 

hindrance in the conduct of the municipal work. 

Most of the interviewed project managers had experienced resistance to change 

which they attributed to a combination of factors, like project fatigue, changes in 

ways of working, lack of competence and understanding.  

Both municipalities lacked satisfying long-term preservation policies for digital 

information and this was in part due to the fact that records were still being 

printed out on paper. Both municipalities lacked digital archives.   

A good example that demonstrated the challenges caused by lack of long-term 

policies are the municipal websites. In Sweden, websites are public records but 

their dynamic nature makes it hard to document the changes that constantly occur. 

Therefore the capture and preservation of web pages was still a challenge in both 

municipalities. The following informants argued that: 

 

“We do not actively preserve information that is on the website but 

information rolls all the time. The municipality today has about 

5000 web pages. Even if we work with this all day long, we have 

no complete control because things happen on all the web pages. 
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We do not know what people publish. It is becoming big and 

complex” (Officer E7).  

 

“There is no long-term preservation policy in the organization 

about what to do with superseded information on the website. It is 

us who decide what information to preserve if we want it. There is 

no pronounced policy regarding the preservation of such 

information. We are however working a lot with both an 

information and communication plan but things are moving very 

slowly” (Officer E7).  

 

 An informant in Municipality A stated that website changes were tracked by a 

system and back-ups were also taken but she did not know how long they were 

kept and maintained. In municipality B, there was no strategy for handling 

information that was no longer current on the websites. Superseded information in 

the form of news or old websites was only preserved based on the web-editors’ 

initiatives. This information was not saved or managed as part of the overall 

information resources. Lack of a common policy for long-term digital preservation 

was cited as a frustration in municipality B. The interviews further confirmed that 

Municipality B had a generation of backups that were stored away and no one 

knew if the information on them was retrievable. Additionally, no clear 

responsibilities had been assigned regarding the backups taken by the IT unit in 

municipality B.  

Issues of long-term preservation were not discussed during the acquisition 

phase of information systems. The following Administrative Manager P15 

responded that: 

 

“We have a good example here which is the procurement of the 

case and records management system. The system suppliers said 

that we could handle Open Office in the system but when the 

delivery took place, in order to get this functionality to work then 

one had to acquire a specific application. One can manage open 

formats to a certain level and that is not a problem but if 

intelligence is to be built in them then, one is dependent on the 

system suppliers. We have a document generator that generates 

documents in open formats and we have installed a PDF/A printer 

and all employees have it on their computers. We have therefore 

undertaken a couple of activities in order to deal with long-term 

preservation but the market is not mature yet.”   
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IT Strategist P8 confirmed that Municipality B had become better at discussing 

long-term preservation issues. The majority of the informants however were of the 

view that long-term preservation issues were not discussed prior to system 

acquisition like in the following examples: 

 
“Not at all. We have historically not discussed long-term 

preservation but now when we talk about the new personnel 

administration system; the issue is put on the table and is 

thoroughly discussed” (Administrative Manager P14).  

 

”We have not been discussing long-term preservation in any 

substantial way but now that we understand the issue, we have 

started discussing it” (Administrative Manager P5). 
 

To solve issues of information access in an effort to make business processes 

more effective and hence high quality service delivery, the municipalities were 

working towards achieving what they referred to as a “one-point-access to 

information”. In order to promote a “one-point-access” to information, 

municipality A implemented a case and records management system. The system 

was supposed to serve as a common repository for the municipality. Where 

possible, some of the disparate systems were also to be integrated with the case 

and records management system. Municipality B also had a case and records 

management system but its functionality was not fully used and therefore only 

offered the registration of incoming and outgoing records. This investment also 

enabled a centralized registration function in the municipality. There were 

however plans to increase its functionality to a fully fledged case and records 

management system. IT Strategist P9 argued that there were many specialized 

systems that were isolated and made information and records retrieval difficult 

since employees had to seek information in different systems. They also created 

“isolated islands” of information and increased the risk of using wrong and 

superseded information. 

Some of the municipal units which delivered services governed by the Secrecy 

Act did not see the need to integrate their systems with other systems. This was to 

safe guard the integrity of the citizens. Administrative manager P7 was of the view 

that if information systems were to be satisfactorily aligned with business 

processes and given the rapidly evolving technology landscape, the information 

technology department must acquire competence that matches these 

developments. Concern was also expressed that the municipal systems suppliers 

were also slow in designing systems that could facilitate the use of information in a 

standardized manner and that would enable re-use. Information/IT strategist P8 

considered that the municipalities were far ahead in their thinking regarding the 
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effective use of information and the development of their activities than their 

suppliers. Responding to the issue of system integration and whether it was a 

factor considered before the acquisition of system IT strategist P8 responded that: 

 

“We are working towards the integration of systems. We however 

always end up in a conflict with the systems suppliers.  We have 

not come a long way because the suppliers do not have that 

customer push. I think we are quite early with the kind of 

requirements that we ask for and the suppliers are not there yet 

since, they have not had that demand, especially the ones that 

supply the municipalities. They have driven this development and 

this has to do with their business model that fixes the customers in 

a particular corner. Right now I feel we are ahead of the system 

suppliers. If we make specific requirements on the re-use of 

information, standardization and accessibility and that information 

should generate new services, I do not think we would get 

responses during procurement.”   

 

Although the municipalities were engaged in different projects meant to create 

more efficient processes, they had a number of challenges to address. Section 4.4.1 

demonstrates the impact that poor information and records management regimes 

have on service delivery. The municipalities will need to address the following 

challenges in order to achieve their ultimate goal of delivering high quality 

services to the citizens: 

 

 The silo structures; 

 Lack of top management support during the conduct of projects; 

 Lack of systematic knowledge management and competence development; 

 Resistance to change;  

 Lack of long term preservation strategies; 

 Lack of collaboration; and 

 Disparate information systems. 

 

Project manager A6 was of view that project work within municipality B 

needed to be organized differently and that there had to be a holistic approach 

during the conduct of projects. This sub-study further revealed that it was hard to 

conduct projects that concerned the entire municipality because of the several 

committees, administrative units and the subsidiaries involved. Some of the 

identified problems included: 
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 Organizational aspects: reorganization, change of managers, lack of a 

holistic approach to work, lack of established routines, unwritten 

rules and guidelines, prestige and power struggles. 

 Technical aspects: an array of information management systems.  

 Legal aspects: Sometimes the Secrecy Act hindered the exchange of 

information between the different committees where co-operation 

about innovative ideas was concerned. 

 

However, the projects also demonstrated the efforts the municipalities were 

investing in the improvement of their information and records management 

environment. This further improved the quality of information and hence better 

service delivery. The municipalities had taken up the challenge and were utilizing 

modern information technologies to develop and automate their business 

processes. The complex nature of their organization made these efforts 

fragmentary and this study identified some challenges that need to be addressed in 

order to optimize the advantages of business process management and the 

effective use of technology, in a manner that would give a return on investments.   

 

4.5 Discussion and Conclusion 

This chapter aimed to establish if a system oriented solution such as ECM and 

records management could be harmonized to contribute to a proactive and holistic 

information management approach. This was done by critically examining the 

similarities and differences between ECM and records management. It further 

established if the information and records management strategies of the 

municipalities were the same or similar to ECM. 

ECM is defined in both technological and non-technological terms. It is referred 

to variously as a technology, a vision, a strategy and an approach. MacMillan & 

Huff (2009) contended that it is not just about technology, nor is it about 

technology being of prime importance. Rather, ECM is about the people in an 

organization, followed by the context and content, and lastly the technology. 

Neither records management nor ECM is purely about technology. However, they 

each have a slightly different focus. ECM focuses on the wider content of an 

organization while records management focuses specifically on the records.  

Records management is an established field and practice. It continues to play a 

major role in the municipalities to ensure compliance with legislation governing 

public information, and also to serve broader democratic issues of transparency, 

accountability, the citizens’ right to access information and the enhancement of the 

collective societal memory. Since records management ensures the systematic 

capture of records and enhances their reliability and authenticity, ECM proponents 

look upon it as a means to ensure compliance.  
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The ECM literature reviewed emphasized enterprise architecture, business 

process management, change management, collaboration, knowledge 

management, system integration, repurposing of information, and the lifecycle 

management of information (Glazer et al., 2005; Jenkins et al., 2006; MacMillan & 

Huff, 2009). The literature on records management clearly shows that the discipline 

is centred on the management of the records as evidence that results from an 

organization’s business processes (Duranti & Preston, 2008; Eastwood, 1994; 

Gilliland-Swetland, 2000; Shepherd & Yeo, 2003).  

Both ECM and records management endeavour to help organizations to deal 

with the deluge of information, enhance improved decision making processes, and 

elevate efficiency. ECM as Bantin (2008) argues grew out of the need to manage 

documents and the rest of the content that is outside records. The three studies that 

were conducted in the two municipalities confirmed that ECM was not a known 

phenomenon. However, once the informants in both municipalities had been made 

familiar with the definition of ECM that the researcher gave them and the factors 

which underpin it, they confirmed that there were similarities between ECM and 

their own information and records management framework. 

The municipalities were expected to maintain their information and records in a 

manner that enhances public access. They applied records management as a 

strategy to deal with their information resources. This was done according to 

specified laws like the Archival Law, the Public Access and Secrecy Act and the 

laws that govern the different areas of their operations, (Gränström et al., 2000; 

Larsson & Bäck, 2008). Traditionally, municipalities have operated in “silos.” 

However, legislative requirements, and the new current information demands, 

necessitate a holistic view that promotes the management of resources, including 

information, in a manner that focuses on the entire organization and not just parts 

of it.  Fortunately in this regard, new thinking was emerging. The leaders in the 

municipalities were expected to espouse a more holistic view instead of the unit-

based thinking that only promotes individual units. An example of this was the 

investment that was being made in one of the municipalities to create a unified 

information repository. There were however, still many specialized systems that 

posed problems and created islands of information. This had a negative impact on 

the opportunities for collaboration and information sharing.    

The municipalities had records management functions and/or information 

management strategies. The research findings confirmed that the municipalities 

were also working with certain aspects of ECM. The maturity level of the ECM 

prescribed factors was still low, and there were varying degrees of engagement in 

each of the municipalities. Both municipalities were engaged in business process 

development even though in Municipality B this was still a very premature 

engagement. They had also started discussing ways of collaborating around 
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information in order to develop a culture of sharing it. They further discussed 

information re-use even though it is not done systematically.  The municipalities 

still have much progress to make before they can be said to be re-using information 

in any meaningful way.  This is due in part to the fact that re-use of information 

also requires an IT infrastructure that enables systems to at least interface with 

each other. As such, the municipalities have realised the need to address issues of 

system integration.  

ECM and records management differ primarily in five ways:   

 

 ECM is an emerging field that requires further investigation, 

while records management is an established practice that 

continues to develop in order to devise tools to fit the current 

digital information management environment.  

 ECM focuses on content that is all unstructured information in an 

organization, while records management focuses on records. 

 ECM is driven by business efficiency while records management 

is in addition driven by legislation and broad societal needs. It 

promotes government efficiency, transparency and 

accountability for democratic developments and enhances the 

societal memory. 

 ECM is pursued by information systems scientists and the IT 

industry while records management has occupied records 

managers/archivists and the IT industry. 

 

The research confirmed that there were also similarities as demonstrated in Table 

4. These similarities, which covered areas of improvements pursued by the two 

municipalities included: 

 

 Change management efforts conducted during the introduction 

of new systems. 

 Business process management undertaken to improve service 

delivery to the citizens. 

 Collaboration around information issues, which is still 

underdeveloped but is being discussed. 

 System Integration an issue caused by lack of consultation and 

respect of information systems procurement procedures. 

 Both Enterprise Content Management and records management 

constitute the people, processes and technology. 
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In conclusion, this chapter set out to examine whether a systems oriented 

solution such as ECM could contribute to a holistic and proactive approach to 

information management. This has been achieved by establishing the similarities 

and differences between ECM and records management. Sections 4.2 and 4.2.1 

have answered question (a) by establishing the ECM and records management 

characteristics and the overlapping areas between the two information 

management approaches. Despite the differences, this research showed that there 

are areas of overlap, or commonality between the two information management 

approaches. The overlapping areas include: business process management; 

collaboration; change management; repurposing of information; knowledge 

management; system integration; and the lifecycle management of information. 

This overlap demonstrates the relevancy of the ECM factors and could within the 

records management framework lead to more awareness regarding what ought to 

be done, in order to achieve effective information management regimes.  

ECM like records management endeavours to help organizations to manage 

their information assets. The biggest difference between the two strategies is that 

while ECM focuses on content, records management focuses on records. Records 

management ensures that the records’ evidential value, reliability and authenticity 

are maintained. By focusing on content, ECM ensures that the information that 

falls outside the managed records is also brought into a managed environment and 

leveraged in a manner that supports business activities. In the case studies, it was 

evident that the focus on existing records captured in records management 

systems, but neglecting information in general information systems, that under 

certain circumstances could qualify as records. The efforts that the municipalities 

were investing in information management were fragmentary and hence did not 

promote an enterprise-wide information approach. 

Sections 4.3 and 4.4 show the developments that are taking place in the 

municipalities and the efforts they are making to improve their information 

management environment. These sections facilitated an understanding of the 

municipalities’ information management strategies in order to establish whether 

they were similar or the same with the ECM factors and addressed question (b). 

Despite the engagement in projects aimed at making business processes more 

effective, the Swedish municipalities still have to address the silo structures, lack of 

top management support during the execution of projects, system integration, 

knowledge management, long-term preservation strategies and resistance to 

change. Even though the municipalities had started engaging in the analysis of 

their business processes and were aware of the need for system integration, lack of 

enterprise architecture made the integration of information systems difficult.  

The issue of collaboration for example failed the embracement of a holistic 

approach to information and records management because people with the right 
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expertise were often excluded from information planning projects and hence the 

neglect of long-term preservation issues. Though the municipalities were 

undergoing a certain degree of transformation in order to embrace e-Government 

development, information management challenges were still omnipresent. The 

municipalities were however making discernible changes in the way they worked 

and also embraced the outside environment for learning and experience sharing 

purposes.  

If the municipalities are to cope with new information demands and if e-

Government development is to give a return on investment, they will need to fully 

develop some of the factors that were similar to the ECM proposed factors and that 

were also relevant even in the records management environment. A combination 

of ECM and records management would create greater awareness of the challenges 

that have to be addressed prior to the creation of information. This would promote 

a proactive and holistic information management approach including records 

management requirements.  

What can be established from these studies is that Swedish municipalities are 

governed by a robust legal framework concerning the management of public 

information and records. There is technological capacity in terms of information 

management systems and to some degree also awareness of how public 

information and records ought to be managed. However, the effective 

implementation of systems and practices that meet with the legal requirements and 

promote business efficiency are still a challenge. Apparently, there are other factors 

that impact on the performance of the organizations. Factors concerning behaviour 

and compliance, and that need to be further explored. 

The chapter that follows presents results from the fourth study that focused on 

the impact of information culture on the management of public records in the two 

Swedish municipalities used for the ECM and records management research  and a 

municipality in Belgian. 
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CHAPTER 5.  INFORMATION CULTURE AND THE 
MANAGEMENT OF PUBLIC RECORDS  

The results from the first three sub-studies in the Swedish municipalities 

revealed that there must be something other than regulative regimes and systems’ 

solutions that impacts on the organizations’ performance concerning information 

and records management. That inspired a study on cultural impacts on behaviour 

and compliance. This is also in line with the ECM framework’s emphasis on 

human factors. This study involved the previous two Swedish municipalities and a 

municipality in Belgium.  The Belgian municipality was added to improve the 

quality of the research data. The municipalities are referred to as A, B and C 

respectively. This chapter starts with an introduction of the Belgian context and 

legal framework. The Swedish context and legal framework has been treated in 

chapter 4 section 4.1. The chapter explored the concept of information culture by 

addressing the following questions: 

 

RQ3. Can the existing information culture in the municipalities be an obstacle to 

the implementation of a holistic and proactive approach?  

 

(a)  What type of information culture exists in the municipalities?  

(b) How does information culture influence factors that contribute to achieving 

effective records management and a functioning information 

infrastructure?  

(c) How does information culture impact the capture, management, 

organization and pluralization of public records? 

 

Oliver’s (2011) framework for assessing information culture was used, see. 2.2.5. 

Appendix 4 presents questions that were designed for this sub-study. The 

categories of people interviewed included heads of departments, heads of units, 

architects, environmental officers, GIS managers, secretaries, building permit 

granting officers, an archivist, archives assistants, registrars, a receptionist and 

social workers. A total of 54 interviews were conducted; 21 in Belgium and 33 in 

the two Swedish municipalities. The interviews were carried out between 

September and November 2012. The researcher used a qualitative interview guide 

with questions formulated according to Oliver’s information culture assessment 

framework. 
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Section 5.1 presents the Belgian context and legal framework. Section 5.2 is 

about respect for records – the records management environment and addresses 

RQ. 3(a). Section 5.3 focuses on records as sources of knowledge and tools of 

information sharing and section 5.4 is about the skills and experiences related to 

records management. Sections 5-2 and 5.3 address RQ. 3(b). Section 5.5 which 

presents the records governance models in the three municipalities and section 5.6 

which is about trust in the case and records management systems answer RQ. 3(c).  

 

5.1 The Belgian Context and Legal Framework 

Belgium is quite different from Sweden because it is a federal state and 

constitutes communities and regions. The powers of the state are with three 

political elements that is: the federal state, (the Kingdom of Belgium); the regions 

(Flanders, Wallonia and Brussels-capital); and three communities (the French 

community, the Flemish community and the Germany community) (Mareno, 

2012). The organization of the three constituent political elements is regulated in 

the constitution or by statutes adopted with a special parliamentary majority. The 

regions regulate all matters that concern the municipalities. The regulatory powers 

of the regions towards the municipalities include: 

 

(a) the municipalities’ composition, organization, competences and 

functioning; 

(b) the change or the rectification of their territorial limits; 

(c) the composition, organization, competences and functioning of the 

institutions of the agglomerations and federations of cities; 

(d) the election of the provincial, municipal and intra-municipal organs: and, 

(e) the disciplinary regime of the majors. 

 

There are 589 municipalities in Belgium; the Flemish region has 308 

municipalities, the Wallonia region has 262 while the Brussels-capital has 19. Each 

municipality is run by a council that holds the local legislative powers and the 

executive organ that is referred to as the collegiate body of the major and the 

aldermen. The competences of the collegiate body are exhibited in the running and 

management of the local administration. The collegiate of the mayor and aldermen 

is quite powerful because it can take its own initiative to local rules, which it can 

present to the city council. The fact that the central legislative or executive powers 

do not decide the organization and legal regime of the municipalities but the 

regions, has created a situation where there is no homogeneous regulation for local 

government in the country. As a result, the municipalities are organized and 

regulated differently in their respective regions. According to the current 
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constitutional arrangement, there are a couple of legal rules known as the new 

municipal laws. The legal force of these laws is said to be limited since they can 

only settle certain aspects of the management of the municipalities. Some of the 

aspects are regulated by the federal law.  

The municipalities have a right to adopt regulations except in the domains 

where the federal and regional authorities and the provinces have already taken 

measures. The rule making powers, however, can only be exercised in the domain 

of the management of municipal interest. They can also adopt administrative 

decisions concerning staff and assets of the municipality and impose sanctions on 

individuals or firms. They have to execute legislation made by the federal and 

regional parliament. The laws of both parliaments have equal powers.  

The municipalities deliver a varied number of services which are divided into 

compulsory and optional services. They have broad obligations of general 

administrative police, the healthiness and cleanliness of the local community, land 

use, and town planning and environment protection, and to a minimal level, 

education. They also engage in a series of initiatives and activities that are optional 

such as sports, economic activities, cultural events and social services.  

Access to municipal records is guaranteed by constitution. Article 32 of the 

Constitution was amended in 1993 to include a right of access to records held by 

the government:  

 

“Everyone has the right to consult any administrative document 

and to have a copy made, except in the cases and conditions 

stipulated by the laws, decrees, or rulings referred to in Article 

134” (Constitution of Belgium, 1994:1). 

 

There are different laws that govern the management of government 

information and these include: 

 

 Federal law 

 Flemish law 

 Laws on the protection of private information. 

 

The federal archival law and other laws stipulate rules and regulations on 

archival matters. All these laws have to be applied together. Every region has 

voted a regional archival law, called in the Flemish region the Decree on the 

politico-administrative archive operation (Decreet betreffende de bestuurlijk-

administratieve archiefwerking). The archive decree (archiefdecree) is the most 

elaborate of all archival laws in Belgium because; it for example has a definition of 

archival terminology. This law is applicable to the different institutions that fall 
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under the government of the Flemish region, for instance the municipalities. The 

law reinforces external audit to ensure that the institutions have good archival 

practices. It stipulates the appraisal procedure and stresses that the lifecycle of the 

records should be managed.  

 

5.2 Respect for Records as Evidence – the Records 
Management Environment 

According to Oliver’s (2011) assessment framework for information culture, 

respect for records is about the level to which the entire organization accepts that 

records must to be managed for purposes of accountability (Oliver, 2011). For this 

study, respect for records as evidence in the municipalities meant: establishing 

whether the management of public records was prioritized and integrated in the 

business processes; if there were professional staff employed to undertake records 

management; if the employees were actively informed about how they should 

handle public records; if the employees were aware of the consequences of bad 

records management and what efforts were being made to effectively capture; 

organize and to manage public records; and, if the municipality had a records 

management system where public records were captured, managed and preserved. 

 

5.2.1 Municipality A 

 

Based on the interviews that were conducted in Municipality A, the officers were 

very much aware of the necessity to manage public records effectively. This 

however did not mean that there were no challenges. The two departments 

handled both digital and paper records. The digital records were printed out on 

paper as a preservation strategy. The municipality had a case and records 

management system in which some of the public records were registered and 

which served as a common repository. The municipality also had a records 

management policy that laid out rules for the management of public records that 

was issued in 2008 by the Municipal Board. However, it was only two of the 

interviewed officers who confirmed that the municipality had such a policy. 

Previous interviews with the archivist had revealed that the organization had a 

records management policy. The quotes below demonstrate the fact that the policy 

was not known by some of the officers:  

 

“It for sure exists but I cannot say much about it. We can put it like 

this that ever since I started working here, nothing new has come 

out. I have not received any new instructions” (Unit Head A14). 
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“I think we have a retention plan. It has been under creation for 

many years and it never gets done but I think it exists” (Officer 

A10). 

 

The municipality had a progressive and experienced archivist whose expertise 

was not fully utilized to facilitate the daily management of information and 

records.  It was the registrars that also served as committee secretaries, who were 

responsible for the systematic management of active records. They offered support 

to the officers in records management issues and were also referred to by their 

head of unit as the records controllers. The registrars further ensured that the 

records were sent to the municipal archives for preservation and instituted the 

retention plan in collaboration with the units, revised it every year and even dealt 

with information requests. A retention plan details the type of records that exist in 

a department, the mode of preservation, the periods of preservation and when the 

records are supposed to be transferred to the central archives or disposed of. The 

retention plan was supposed to act as a tool to guide the officers in the 

management of public records. 

The officers expressed the consequences of bad records management as loss of 

information, not being able to deliver efficient service, subjecting individual 

citizens to unjust treatment and lack of respect for the legal framework that 

governs both public and private information.  

Some of the informants thought records management was integrated in their 

respective business processes but, there were a couple of others who thought it 

was not. Despite this anomaly, every one of those interviewed confirmed that the 

management of records was part of their overall responsibilities because they all 

created and received records. The following informants confirmed that records 

management was integrated in their business processes: 

 

“Since we are a public authority that handles building permit 

applications and we take decisions, it means that records 

management is an integrated part of our daily case management. 

Everything starts with a record here at our unit that is to say, we 

receive records, we send out records, we produce our own 

records” (Unit Head A11). 

 

“Spontaneously I would say that we are a public administration 

and everything that we receive, it is in my head, has to be 

registered and likewise when one writes an answer, it has to be 

registered. That way, I think it is integrated in our daily work. It is 

in our heads” (Officer A8). 
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There were also differing opinions about the prioritization and integration of 

records management in business processes. During the conduct of the interviews, 

there was a big re-organization that was due to take place in one of the 

departments and Officer A1 revealed that he had tried to pursue the records 

management issue without much success. He argued that the magnitude of the re-

organization could be the reason as to why not much attention was being paid to 

the impact it was due to have on the management of records. He was of the view 

that it was important to spell out responsibilities for managing records since 

private entrepreneurs were to soon take over some of the activities of their 

department.  He lamented that:  

 

“The entire social services department is going to be re-organized. 

I have for example asked questions about what is going to happen 

to the metadata catalogue and how we are going to manage the 

records but I get no answers. These are not interesting questions 

and yet this concerns about 3000 employees and lots of issues. We 

are joining an area where there will be private entrepreneurs and 

therefore it is a complex process and may be records management 

is not equally as important” (Officer, A1). 

 

 “I do not think it is prioritized. I do not think that one works with 

the issue and I get my knowledge on my own most of the time. I 

have no one to turn to. I have a unit head here but it is only me 

who can all that concerns records and archives management in this 

building” (Officer A5). 

 

There were trained personnel who managed records but what they had in 

common was the fact that they had all attended elementary or no courses at all in 

records management. The following informants told that: 

 

“I cannot say that we have personnel that for example have 40 

university credit points in records and archives management but, 

we have experienced people who have worked with the same 

function for a number of years, with registration of public records, 

mail management and archiving for both other departments within 

the municipality and even other municipalities” (Officer A8). 

 

“We have C who has worked here for a long time and has attended 

some short courses and works with the registration of public 

records and when she is not around we get help from the 

department” (Unit Head A12). 
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Officer A3, who was soon to retire argued that in her department, the 

management of records was better prioritized before. She was of the view that 

these days, people with unsuitable qualifications were appointed as heads of 

departments. Some of them came from backgrounds where documentation was 

not that important and they therefore did not prioritize it, or thought it was just a 

cumbersome process. Unit Head A16, Unit Head A14 and Officer A5 argued that 

the management of records was not prioritized because it was not the core activity 

of their department, but that the focus is on service delivery and the people that 

they took care of.  Unit Head A14 confessed that he was not honestly interested in 

the management of records. It was noted that the majority of the officers managed 

records in order to meet with the provisions of the Public Access and Secrecy Acts 

and the specific laws that governed their respective areas of business. The issue of 

efficiency was not one of the reasons that were given for managing public records.  

Officer A5 expressed frustration over the fact that the classified analogue 

records were not equally as protected as the digital ones. She stated that:  

 

“When it comes to the physical archives the secrecy level is not 

equally as high as for electronic records. Therefore whoever wants 

among the employees, can access the classified files” (Officer A5). 

 

This was because she only worked half-time and therefore could not deal with the 

regulation of access to the physical files since she was busy with other archives 

management chores. The officers had to retrieve the records by themselves which 

at times caused disorder among the records since it occasionally happened that 

they put them in the wrong dossiers. 

 

5.2.2 Municipality B 

 

Municipality B operated a hybrid system of paper and electronic records and 

had a case and records management system in which some of the public records 

were registered. Most of the officers made reference to it as a place to turn when 

looking for records. Even though the officers were very much aware of the 

importance of managing public records, the records environment had some 

challenges. The records management policy that had been accessed during the 

earlier studies was not mentioned when asked for. There was even a hand book for 

the registration and management of public records but only one person out of 

those interviewed made reference to it. The majority of the informants referred to 

the retention plan and others did not know if a policy existed. The Unit Head 

below argued that: 
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 “What we have is an old retention plan that as soon as we came 

back from the holidays, we sat and went through and updated. It is 

now going to be sent to the committee for approval. It describes 

the different types of records we have, when they can be appraised 

and how they should be handled all the way to the archives” (Unit 

Head 8). 

 

The records management policy had been written by the municipal archivist 

and the chief registrar. The archivist was, however, not actively involved in the 

daily management of the records, but was consulted when people wanted access to 

old records or during the creation of the retention plan. The registry was 

centralized and therefore had its own unit. Dept. Head B18 revealed that he was 

not so happy about the centralization of the registry, because he missed the daily 

contact with the registry personnel. He was of the view that the fact that the 

registry is cut off from the departments, could clarify why records management 

issues are not so well articulated.  He further argued that since the registry was a 

centralized function, he did not even know what type of correspondence that came 

in and out of his department. The following quote demonstrates that even though 

the physical contact with the departments was expressed as lacking, the registry 

function was appreciated since the officers made reference to it all the time: 

 

”They receive incoming correspondence and what I produce and 

connect it together in their system and I have trust that it works. 

My contacts with them are positive but I do not meet them on a 

daily basis. I have difficulties in measuring the quality of their 

work but I am happy with the reception that I get. I would 

however like to have more physical contact with them.” (Dept. 

Head 18).   

 

Unit Head B12 who was relatively new said that he had heard that things were 

far much better before the centralization of the registry. Each department had a 

registrar which made things easier for the officers.  The majority of the informants 

confirmed that records management was prioritized and integrated in their way of 

executing their business processes. They expressed the consequences of bad 

records management as: loss of public trust; deletion of records that should have 

been preserved; confused and poor decision-making processes; lack of control and 

overview of the municipal activities; difficulties in retrieving records; lack of 

traceability and loss of history; and, poor documentation and poor service delivery 

to the citizens. Unit Head B16 argued that the management of records was an 
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absolute condition for them to be able to execute their activities. The following 

officers argued that: 

 

“It is very important to have the records in order. We have a lot of 

records that are supposed to be kept for long-term and we have 

not had a retention plan at the department.  We are working on it 

and this has meant that records are not appraised” (Officer B2). 

 

“I personally highly prioritize the management of public records. I 

am aware that once I create a public record I need to register it and 

also to mind the kind of language that I use and how I manage it. I 

have to think that everybody should be in a position to read it but I 

cannot say that I have received any training in how to manage 

public records.” (Dept. Head B18). 

 

“I think that public records are taken care of well but sometimes 

my colleagues are not so sure when it comes to determining 

whether a record is public and therefore needs to be registered and 

preserved” (Officer B1). 

 

“I work towards a political decision-making assembly for the 

social welfare department, and all the decisions must be 

documented because it is the basis for my actions. For me records 

are very important as background material upon which decisions 

are made and for the documentation of the decision itself” (Dept. 

Head B18). 

 

Head of Unit B13 had a different opinion and did not think that records 

management was something that was high up on the agenda.  

Each department had an archives assistant responsible for records management 

issues. Most of the officers referred to the two archives assistants and the registrars 

as the professionals responsible for records management issues. The municipal 

archivist was not referred to. This could be attributed to the fact that the registry 

keeps the intermediate archives that contain records that are active up to five years. 

It was therefore the registry that served the officers on a daily basis, even if the 

central archives were also consulted when need arose.  Officer B1 was of the 

following view: 

 

“According to my own understanding there is no interest in 

archives. When I say that archives are interesting to work with 
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people say, “Oh my God!” They think it is very boring work 

(Officer B1). 

 

However, those referred to as the experts at the departments, one of them told 

that she felt that she needed further training which was not accorded to her 

because of the nature of her work. She also lamented that the management of the 

archives is not prioritized and that her time is split between different 

responsibilities. She had regular contact with the municipal archivist when she felt 

unsure.  

Officer B8 argued that when one of the units was re-organized and a municipal 

company took over some of the responsibilities, the records (technical drawings) 

that showed the water system and the roads were also taken over by this company. 

This meant that the municipality did not have a complete archive over new road 

constructions and each time they needed to consult these records, they had to call 

the company that inherited the records. However, the company was a subsidiary to 

the municipality. 

The two departments also had intermediate archives. These archives had 

records that could have been disposed of a long time ago according to the retention 

plan or sent to the central archives, but this had not happened. This was because 

the person assigned to do this job in one of the departments was not given enough 

time to fully engage in the management of these records. In another instance 

records needed to be digitized in order to facilitate re-use. It was proving 

cumbersome to handle the records in the intermediate archives for reference 

purposes. Dept Head B17 argued that the current condition of storing the paper 

records as they are, was counterproductive and he that had plans for a digitization 

project. A lot of digital records were still being printed out on paper as a strategy to 

guarantee their long-term management. 

Unit Head B15 contended that lack of a support function to unit heads 

sometimes created the chaos that surrounded public records. There are no 

secretaries or assistants to assist with the different office duties and a unit head has 

to manage everything single handedly.  

 

5.2.3 Municipality C 

 

Municipality C’s records management environment constituted a hybrid 

system of paper and electronic records. The paper records were considered as 

official, while email correspondence was sometimes official and sometimes not. It 

was all upon the discretion of the officer and the nature of the case. It was up to 

each officer to judge whether an email had more than ephemeral value and 

whether it should be regarded as an official record.  Most emails were retained in 
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the officers’ private email boxes, or deleted without consultation with the archivist 

and therefore without appraisal. This was particularly so because the email boxes 

are by legislation private, and hence beyond the access of the function that is 

supposed to manage records on behalf of the organization. The archives service 

did not have a mandate from management to intervene in the management of 

active records.  

The responses regarding the integration of records management in business 

processes varied. A few of the informants said it was integrated while the majority 

confirmed that it was not. The informants gave different reasons as to why records 

management was not integrated in their business processes. Some of the reasons 

included the fact that as newly recruited officers, they were never informed about 

how they should handle records. The introductory course for newly recruited 

officers offered a lot of information but did not include records management 

issues. Officer C11 and Unit Head C18 argued that: 

 

“In our part of the government, records management is very 

important because we use records every day. We cannot work 

without records management. We need it every day” (Officer C11). 

 
“It is important that all the information is put in the system” (Unit 

Head C18). 

 

The following officers contended that it was not prioritized: 

 

“Records management is not a priority. Not at all. I have worked 

here for two years and it is not a long time but I have not been 

asked to archive my records” (Officer C5). 

 

 “It is not prioritized. I think there are no guidelines regarding how 

to work with, save or keep records. It’s not integrated” (Officer 

C9). 

 

“It is not prioritized and not integrated but in the last years we 

have made some improvements and this is thanks to the archives 

service. The archivist has tried to coach the services to archive” 

(Dept. Head C20). 

 

“May be it is not enough. They do prioritize it when we have a 

deadline to put together our archives. Then, it really becomes a hot 

item in our office. Everybody panics, oh my God, how am I going 

to do it? So then it is important but there are months when we do 
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not really hear anything about it and then one just forgets it 

because of other work and only keeps the records that one thinks 

she/he ought to keep” (Officer C3). 

 

Lack of respect for public records was exhibited by Unit Head C22 who argued 

that: 

“If I keep the records in my office it is better than if I give it to the 

archives because I think sometimes it is a waste of time.  I have a 

lot of work and when I hand over papers to the archives it is about 

the  selection list, you have to throw these things, no duplicates, it 

is a waste of time” (Unit Head C22). 

 

“I make an effort for myself and keep the records that are 

important in my office because I have a system for myself. I file 

everything very well but I keep it for the time I need and when a 

project is finished and two years later, I do not need it, I clean my 

office and I sometimes throw away the records, yes” (Unit Head 

C22). 

 
The officers expressed the consequences of bad records management as loss of 

organizational knowledge, difficulties in retrieving records, lack of transparency, 

loss of public trust, lack of trust in records, poor decision making process and poor 

service delivery and legal consequences. Officer C12 for example argued that: 

 

“The consequence of bad records management is that you will be 

seen as a fool. I can say I am a town planner but if I cannot find the 

report it is not very good. If I do not respect this law and archive 

the records, I cannot validate anything and they can build an 

industry by the market.” 

 

 All the informants confirmed that the municipality did not have a records 

management policy and this partly clarified the many personalized systems in the 

organization.  A few of the informants who had worked for the city long enough 

knew that there was an email policy, but the majority did not know that it existed. 

The email policy required all employees to take care of their emails by printing 

them out on paper and archiving them. Most employees maintained records in 

their offices and according to personalized structures. This was because the 

municipality did not have a well developed registry function. The officers were 

therefore left to manage their records until a call came from the archives services 

compelling them to submit them.  
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 The municipality had a records management system, but it only managed 

incoming records, which were passed on to the respective officers. The responses 

to incoming records were not captured in the same system.  The departments also 

had assistants who were links between the archives service and the rest of the 

officers, but they had no training in records management.  Officer C5 told that the 

lady in charge of the records at their department did not like the job, but that she 

had been asked by her boss to do it. Yet, the boss was of the view that they tried to 

choose a person who was interested in records management issues. Officers C5’s 

statement was further confirmed by officer C6, who contended that being 

responsible for records is seen as a punishment.  

The archives service made the selection lists in collaboration with the officers. 

Selection lists enumerated the different types of records that existed; described the 

context in which the records were created; the legal context; the procedures; the 

different kinds of formats; that is, whether paper or digital; the transfer date to the 

archives; the administrative date; he historical value; and further stated if a record 

could be accessed by the public or not. The lists were not made for entire 

department but on an individual basis. Since the municipality did not have a 

records management policy, the officers did not in most cases know how to handle 

the generated records. Lack of a records management policy also meant that the 

officers were in full control of their records without much intervention from the 

archives service. The following officers lamented that the handing over of records 

to the archives was very slow: 

 
“More communication about what we ought to do and more speed 

are needed. Now there are records in my unit that are 6 years old 

and that is too long. They have to take the records earlier” (Unit 

Head C19). 

 

Some units were co-operative during the handover process and others were not. 

This meant that the archives service wasted a lot of time trying to make the hand-

over process work. Some people in leading positions told the researcher that they 

did not create or handle records but managed people. Dept. Head C21 argued: 

 

“We have no time. I have a more coaching function here.” 

 

“I am a head of a service. I don’t have personnel dossiers” (Unit 

Head” (Unit Head C22). 

 

This could partly explain why it was so difficult to implement effective records 

management regimes, since records management requires the engagement and 

support of management. 
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There was a unit that had its archives kept in the basement, where there was no 

organized filing system and files were piled on top of each other. These records 

were actively used by the officers and were supposed to be sorted and handed 

over to the central archives.  

Officer C8 complained about the fact that citizens came to the municipality with 

complaints, but there was no system in place to manage the complaints. She 

further lamented that if the citizens were to come back a couple of years later, they 

would not know how they had solved their problems. The officer further 

complained that they did not note down important decisions that they made and 

could not prove some of the actions they took because they did not keep records. 

Another example demonstrating this phenomenon was Officer C4 who thought 

that because she was handling sensitive matters, the emails detailing her chain of 

actions to help a particular citizen had to be deleted for privacy reasons.  

 

5.3. Respect for Records as Knowledge, Information Sharing 
Tools and Trust in Records 

This level of Oliver’s (2011) framework explored respect for records as knowledge, 

willingness to share records and trust in records. This part of the study involved 

establishing whether the municipalities had a common system in place to facilitate 

the capture, management and re-use of records and whether records were 

trustworthy sources of information. It was further inquired whether there were 

any barriers to access records in information systems or to share information.  

5.3.1 Municipality A 

 

The registry function in Municipality A facilitated the capture of most public 

records and hence promoted access to records, information sharing and trust in 

records. Most officers knew this was the place to look for records. Information 

meant for the entire staff were also posted on to the Intranet where the members of 

staff could access them. Unit Head A17 complained that in order to effectively 

utilize the information on the intranet, one had to know what to search for and that 

it was not so easy to find. Unit Head A13, who was soon to retire, worried about 

the fact that she was the only one who had an overall view of all the information 

about her activities. She wondered how she was to tap her head of the tacit 

knowledge, in order to share it with the younger colleagues who were to take over 

after her. By the time of the interview she was working together with them to 

review the structure of the database with geographic information. She also 

mentioned that though they talked about the long-term preservation of the 

database, it was still very difficult to document its history. By the time of the 

interview, no copy of the database had been deposited with the central archives.  
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Unit Head A11 argued that they still had a long way as far as managing records 

in a manner that would facilitate re-use of accumulated knowledge was concerned. 

He missed a digital stamp that would have made his unit processes more effective. 

Instead, digital information was printed out on paper, stamped and then scanned. 

He argued:  

 

“I am convinced that 20 years ago this process was more effective 

than it is today because there were only papers. The digital 

systems that we now have and the way they are used, is 

ineffective. 20 years ago, less people worked here and they 

handled more cases with higher quality than today. It is 

complicated. We are just employing more and more people” (Unit 

Head A 11). 

 

Overall, most of the officers interviewed confirmed they consulted old records for 

reference purposes and there were no retrieval barriers. The case and records 

management system at the registry and the central archives were referred to as 

places to consult when one needed to access records. This was further reflective of 

the employees’ trust in records as sources of information. 

 

5.3.2 Municipality B 

 

All the officers referred to the central registry as a place to go to access records 

for reference purposes. The registry and the central archives were their trusted 

sources of information. They could also log on to the system from their own 

computers and directly access the records. Some of the information systems such 

as the environment and building permit information management systems were 

not integrated with the case and records management system. This meant that the 

unit in question also had to engage in the registration of the records in order to 

have access to them. This further meant that there was double registration; at the 

unit and at the central registry. Unit Head B16 expressed disappointment and 

frustration over the integration issue and information sharing as follows: 

 

“It makes me upset because in our area of work, we have to use  

information systems like all other municipalities do but we have 

had a problem that our systems cannot communicate with the case 

and records management system that the municipality decided to 

use. We have therefore had a task to get the system suppliers to try 

and solve these integration issues because it is possible to register 

records using our business systems. They can also act as a case and 

records management system. Right now, we cannot transfer 



97 

 

records between the systems. Therefore what is done is a double 

job in order to be able to access the registry numbers in the case 

and records management system and, in order to be able to use our 

own information system. This has been a vicious circle of 

complications and the worst challenge and it has made my co-

workers so angry and tired because, we do not have good working 

technical solutions. This is an internal municipal problem” (Unit 

Head B16) 

 

Discussions regarding integration problems had been pursued for over a period 

of 5 years and a solution had finally been reached to establish how this could be 

technically solved. The environment and building permit systems had to be 

integrated with the case and records management system in order to facilitate 

records access and information sharing. Officer B8 said that in her work they used 

project spaces and web-based solutions to share records and information. The 

departments also had an Intranet website where most common information could 

be accessed. The majority of the informants did not experience any barriers in 

accessing records. Officer B7 however was of a different view since the updates 

that had been done on the information system in which she stored her building 

plans, had made the old building plans inaccessible. Dept. Head B18 was of the 

view that there was no well developed system to facilitate access to each other’s 

records. What was in place was a system with a folder structure on a common 

server, but it was not a good and secure system.  

 

5.3.3 Municipality C 

 

Municipality C lacked a proper registry function which made it hard to access 

records. This meant that officers handled records according to their own systems. 

It further made information sharing and trust in records difficult. The folder 

structure meant to facilitate information sharing had grown out of control since 

everybody created a folder and gave it a name. The naming of the folders was not 

co-ordinated, and therefore it was only the colleagues that one closely worked with 

who could understand and hence access the records in the folders. Officer C12 

lamented that the folder structure was logical to him but hell for another person. 

He argued that since there was no standardized way of naming the folders and 

everyone could create a folder, the folder structure meant to enhance information 

sharing and access had instead become a confusing jungle, full of all types of 

records without proper metadata to facilitate retrieval. It was also hard to trust the 

versions of the records found in the different folders. Unit Head C19 was of the 

view that there have been attempts to promote information sharing. She stated 

that: 
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“The Intranet did not work well and so the organization created 

SharePoint, to share the information about flexible working time 

and to share the rules that have to be followed.” 

 

However Officer C6 argued that the municipality has no culture of information 

sharing. He was of the view that: 

 

“Lack of information sharing leads to duplication of work. At the 

moment people are doing the same work as a result of lack of 

information sharing” (Officer 6). 

 

There was awareness to maintain records, but this was not from a perspective 

of knowledge management and information sharing, but for the sake of managing 

one’s own business process. The officers did not have in mind enterprise-wide 

access to their records. The following officer for example contended that: 

 

“Well I know that it is important to keep records of everything and 

so in that sense I am very organized. I keep everything I do and 

may be too much but that is for my own purpose but it is not for 

the purpose of the municipality or for archiving the records” 

(Officer C1). 

 

Dept. Head C20 was of view that there is a problem in not re-using existing 

records. He argued that: 

 

“One big problem I think is that new workers do not use the 

records that already exist and so they start all over. Sometimes 

they search for the same solutions because they do not know that 

there are examples of projects which we did in the past. So we lose 

a lot of knowledge and experience and that is a great pity.” 

 

The municipality had developed an information management plan and strategies 

to start managing its knowledge, but by the time of the interviews it had not been 

implemented.  

 

5.4 Skills and Experience Related to Records Management 

This level of information culture assessment framework focused on employee 

skills, knowledge and experience related to records management. In order to 

investigate the skills and experiences of the employees that is related to records 

management, it was necessary to establish: the municipal employees’ 
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understanding of records management; whether they received training in records 

management and if they considered training important; how they perceived their 

records management skills to be; how the way the employees’ management of 

public records affected their preservation; whether records management issues 

were discussed at meetings; and, knowledge about the legislative framework 

governing the management of public records. 

 

5.4.1 Municipality A 
 

The officers gave a variety of answers regarding their understanding of records 

management. Their definitions included a system, structured rules for managing 

public records, manual or electronic system, preservation for retrieval and for 

future generation, accessibility, registration and classification of information, 

sending the records to the archives and documentation. There were varied 

opinions as to whether training in records management was considered important 

by management. Some of the informants said it was not prioritized, but the 

majority confirmed that it was considered important. The following informants 

argued that management considered training in records management important: 

 

“I think they consider it important and that one has conducive 

conditions to do his/her job regardless of whether it is records 

management or accounting but it is up to us to tell if we need 

training” (Officer A8). 

 

However, despite the fact that the majority of those interviewed confirmed that 

management considered training in records management important, not many of 

the officers had been offered training as the following officers expressed: 

 

“What should I say? Not really. At the heads of units’  training 

session I can say that it took 1 ½ hours to go through which 

records we needed to maintain but we also get instructions via 

email and we have attachments with instructions about what one 

is supposed to do and maybe it is not a very good system” (Unit 

Head A14). 

 

“No. I do not know what to say. I am my own teacher. I have not 

attended any records management course but I have learnt from 

my experience as a case processing officer and I have had to ask. I 

have had to ask my boss a lot ”(Officer A5). 
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“I have no memory that I have ever received training. I would 

appreciate it and I think it would be good. Some form of basic 

training about how one should handle different things” (Unit 

Head A17). 

 

“I would not say so but on the other hand it is taken for granted 

that one has the basic knowledge about it” (Officer A10). 

 

The records management skills that most of the municipal employees had were 

acquired through work experience. Training in the management of records was not 

systematic and even newly recruited staff members were assumed to know how to 

handle public records. Records management training course were only offered to a 

few officers such as the registrars who were responsible for the systematic 

management of public records. They attended for example “an experienced 

registrar” course and some had attended a 7 credit points university course. Where 

training took place it did not particularly focus on the management of public 

records. It had to do with the implementation of updates in the laws governing a 

particular area of work or during the implementation of new systems.  Officer A6 

who had attended a course in records management argued that management 

should give them time off to concentrate on the course content. She complained 

that when she attended the course that had been offered to her, she worked on the 

side and therefore had very little time to read on the course literature in order to 

cultivate a deeper understanding of what she was learning. 

Unit Head A16 lamented the fact that it was not easy for a big organization to 

make things work as per the established routines. Information about how records 

should be handled was on the Intranet. Most of those interviewed had worked for 

the municipality for a long time and were doing things as a matter of routine. The 

following interviewee told that: 

 

“I think that I have worked at the municipality for a long time and 

therefore I know what to do” (Officer A3). 

 

Unit Head A13 expressed difficulties in managing email correspondence as 

expressed in the quote below:  

 

“I cannot say that I am good because I would be lying. The truth is 

that one is a little bit unsure but we try to be good but….” 

 

Email management was still a gray area where some of the officers still felt it 

was a challenge to judge if an email was a public record. Some of the officers 
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confessed that it was difficult to manage email correspondence as demonstrated by 

the quotes below: 

 

“I have already said it, especially the e-mail, I think it is difficult. 

One gets certain emails and wonders if they are supposed to be 

registered as public records or not. I think it is very difficult” 

(Officer B7). 

 

“Like I said earlier, I will not sit here and guarantee that it is not 

the case because I surely think that email management is difficult 

given the new conditions we work in” (Unit Head B16). 

 

“All records are supposed to be in the case and records 

management system but even here the problem is email 

correspondence. I do not know if everything is registered in the 

system” (Officer B1). 

 

Even though there was a general feeling that most of the public records were 

registered and managed, the following officers worried that some members of staff 

never registered their records. This was because they lacked the knowledge to 

establish whether what they had at hand was a public record to be registered or 

not:  

“Sometimes one finds stuff that could have been registered but 

that is not. We register such records when we find them. All the 

records that come here are registered in one way or another if they 

are public records” (Officer A6). 

 

The officers were quite confident when it came to ranking their records 

management skills. Skills were acquired through consultation with the “experts” 

and unsure officers were encouraged to ask the registry function or the immediate 

bosses for guidance. Skills in handling public records did not however mean that 

all officers understood the current information and records landscape. The 

following officer for example argued: 

 

“The challenge today is that everything is in the long run going to 

be digitized. I wonder if it is really good. I do not know what the 

archival law says. Does it say that everything should be digitized 

or how is it being handled? An archive is an archive” (Officer A9). 

 

In the above officer’s mind an archive had to be made of paper records. The 

officer in question had worked with the municipality for over 30 years and was 
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experienced at what she was doing. This also demonstrates the need for training as 

the information landscape changes. 

 One of the key people leading the records management function confirmed 

that they needed to identify weaknesses, and reach out to the different units with 

information regarding the management of records. She further argued that there 

was need for constant engagement with the units. Officer A10, who preferred to 

talk about information management than records management, was of the view 

that there is very little information management competence in the municipality. 

She argued that it was only a few people who understood what information 

management was and were trying to work with it, but it was very hard to preach it 

and win support. She further argued that information is valuable but that we still 

lack methods to demonstrate its value.  

The archives Act was only known by the records management personnel. There 

were officers however who did not know the laws governing public records quite 

well, but nevertheless knew how public records should be handled. The following 

quotes demonstrate this:  

 

 “That they have to be registered but since I do not have everything 

in my head I have to get my file” (Officer A3). 

 

“It could be better. I cannot tell you of any laws” (Officer A2). 

 

“I know that they exist but I cannot tell which ones” (Unit Head 

A17). 

 

“I am partly aware” (Unit Head A13). 

 

“I cannot not list them” (Officer A10). 

 

The officers were also aware that the way they managed the records, 

determined whether they got captured in the archives or not, and they hence 

emphasized the need to capture the records in the registry.  

 

5.4.2 Municipality B 

 

The officers in Municipality B perceived records management as creating order 

among records, security so that records do not disappear, classification of records, 

the management of all information regardless of whether it was in digital form or 

paper for preservation, systematic maintenance of records, maintenance of records 

for posterity and for reference purposes.  Responding to the question as to whether 
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the officers were offered training in records management the following officer who 

had received training argued: 

 

“I received training in records management but I do not believe 

that I know everything. I have an idea about how to handle public 

records but I also consult with colleagues who are better than me” 

(Unit Head 1). 

 

However there were other officers who had a different view as shown 

below: 

 

“I cannot say that someone actively comes and gives an input 

regarding the management of records” (Unit Head B16). 

 

“It has not been important before but I think they have started 

thinking about it” (Unit Head B13).  

 

Unit Head B 16 was of the view that within the departments, the officers knew 

how to handle public records, but that the problem was with the political 

organization. She posited that the municipality was a complex organization and 

the politicians also needed to understand that the records that they receive under 

its auspices have to be registered. She confirmed that she did not have evidence, 

but was not sure if this was clear to the politicians. She was of the view that it 

could be that the politicians were not equally as well educated in the management 

of public records, as the municipal officers were. She thought this was an issue that 

should be addressed so that public records can be handled rightly regardless of 

where they were sent or received.  

She further argued that her department was relatively new and had many units 

that had been merged a year ago. This meant that there were different cultures 

depending on the area of work. They had to try to find ways of managing public 

records. Areas that were highly regulated had a different culture towards records 

management and it was hence more developed. Others that were less regulated 

had a different attitude and as a result, the records management culture was less 

developed. Examples of units where the records management culture was not 

developed involved units that delivered voluntary activities, such as the 

recreational activities and culture. She was of the view that skills had to be 

constantly updated and that they needed to strive to become better since 

conditions of work keep on changing. This meant that they constantly had to think 

about whether they were doing things rightly and in a rational manner.  
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Unit Head B13 confirmed that information regarding the records management 

policy was sometimes sent via email. He was of the view that there ought to be 

constant communication in order to remind people of records management 

responsibilities. Especially when it came to the management of emails whereby 

depending on how busy one is, the risk of forgetting to send the correspondence 

for registration is high.  He emphasized the need to freshen up people’s knowledge 

about the management of public records. Most of the officers confirmed that 

management considered training in records management important, despite the 

fact that there was no systematic training. Unit Head B15 contented that: 

 

“May be it is us at the leading level that have to shout and say that 

we do not actually have a full understanding of these things and 

therefore feel a bit insecure. Sometimes it requires a negative 

happening before action can be taken” (Unit Head B15). 

 

Even though officers knew by routine how to handle public records, there were 

those who felt insecure about what constituted a record and whether a particular 

record had to be sent to the registry. Dept. Head B17 confessed here below that his 

skills were good as a head of a department, but not for records management: 

 

“To be a head of a department, I think they are good. But to work 

with records management issues they are not that good but I know 

how to manage my records and I know what I ought to do.”  

 

Officer B1 and B13 below expressed the fact that they would appreciate 

freshening up their knowledge in records management: 

 

”Some of the officers are not so sure about what constitutes a 

public record. They therefore expressed a wish that they wanted 

the municipal archivist to come and explain to them what a public 

record is. I have also tried to make them discover the retention 

plan as a working tool” (Officer B1). 

 

”Those who have worked here for some time already know what 

to do and they feel secure but if a person is new and does not 

know who to turn to or what to do, maybe it is here that we need 

freshen up our knowledge in records management” (Unit Head 

B13). 

 

Even though email correspondence is recognized as official correspondence in 

Sweden, its management was still a big challenge in both departments. Some of the 
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informants argued that it was not a problem, because they could detect a public 

record from the headings of the emails. However, the majority of the informants 

were humble enough to admit that it was difficult as illustrated by the following 

Unit Head: 

 

”Most of us cannot believe that we are expected to register may be 

half of the email correspondence. It would take enormous time” 

(Unit Head B15). 

 

The officers were quite confident when it came to ranking their records 

management skills. Skills were acquired through consultation with the “experts” 

and unsure officers were encouraged to ask the registry function or the immediate 

managers for guidance. There were also informants who were over confident and 

claimed they managed public records by routine. Some officers contended that 

they did not need any training in records management because they had worked 

for the municipality for a long time or had worked at other local government 

administrations before. There was however little understanding for the technical 

issues related to records management. Officer B3 revealed to the researcher that 

she had all her information in a system, but that she did not know if there was any 

back-up done on it. When the researcher probed further and asked her whether she 

was not worried that the information could be lost due to system failure, she 

referred her to the person who was responsible for the system. She confirmed that 

she did not understand the technical aspects of it.  

For new recruits it was taken for granted that they could manage public 

records. Officer B2 was of the opinion that it was up to the head of the unit to see 

to it that newly recruited staff members got a proper introduction to the 

management of public records. However, there were however no organized 

courses directed at the management of public records for newly recruited members 

of staff. Training was directed at the archives assistants. Most officers had never 

been offered training in records management. The type of training that took place 

was in conjunction with the implementation of a new system that facilitated the 

management of certain processes and how records would be handled in that 

system. By the time of the interviews, the registrars were involved in the education 

of officers regarding a new system that was to give support in the handling of 

business cases.  

Records management issues were discussed during the revision of the retention 

plan. The officers were also aware that the way they managed the records 

determined whether they got captured in the archives or not and they hence 

emphasized the need to capture the records in the case and records management 

system.  
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A few of the informants were not aware of the particular laws that governed the 

management of the records that they received or generated. A good majority made 

reference to the Public Access and Secrecy Act and the Administrative Act, but the 

archival law that in detail regulates the management of public records was only 

known by the archives assistants. Officers mostly cited laws that governed their 

business process like for example the Planning and Building Act or the Health Act. 

 

5.4.3 Municipality C 

 

Some of the officers could not say what records management was. Officer C15 

related it to the archive and information that one needs about the history of certain 

elements. Another informant argued that it was keeping of information that is 

important. Officer C13 confessed that her understanding of records management 

was not much. Others gave answers such as; a person who works in the archives;  

keeping of all important records; records as data; increasing the possibility for 

people to have access to information; filing everything; all the papers one needs to 

save in a system; everything concerning the archives; keeping records in an 

organized way; keeping information and storing it in a big hall with all the papers 

so that one can retrieve it easily; saving records that are important but not a letter 

to an inhabitant; and, recording steps taken in an organization so that one can see 

what happened from an administrative and legal point of view.  

Some of the informants did not know whether the information and records they 

generated or produced were governed by law while a few knew about the right for 

the public to access public records and that classified information needs to be 

protected. However, in departments where business processes were highly steered 

by specific laws, the officers were more aware of those particular laws that dictated 

the type of records they had to maintain on file.  The archival law was not known 

to the majority of the informants other than the archives service unit. Dept Head C 

20 argued that: 

 

“I think that everybody knows about the laws governing public 

records but the awareness and the cultural thinking about it is not 

integrated. We need a vision about it so that all the workers who 

have worked here long and new workers who do not know the 

laws are informed. I could compare it with other issues like safety 

in organizations. You have lots of rules about the safety, 

ergonomics but it is a cultural element, you have to regularly 

repeat it especially coaching is needed.” 

 

 All the informants confirmed that they had never been offered a course, 

training or briefing in records management. Three officers out of those that had 
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been interviewed had worked for the city for more than 12 years. These officers 

confirmed that during their time as new members of staff at the municipality, they 

had attended an obligatory course on legislation. The only training that was 

offered regarding the management of records was in connection with the 

implementation of new systems or applications. A head of department expressed 

the fact that training is important because: 

  

“They start and they produce records and when they leave very 

suddenly it is a problem. Everything stays in the computer systems 

and the next worker has to search for it. They have their own 

systems sometimes when they start” (Dept Head C20). 

 

Despite lack of training in records management, the officers were expected to 

know how to manage public records. It was not therefore strange to discover that 

some of those interviewed did not particularly understand the role of records and 

archives management in facilitating the pursuit of the municipality’s activities. 

They did not consider the fact that they were handling public records and therefore 

needed to handle them according to certain criteria. Some of the officers 

interviewed looked at the archives purely as a repository to maintain records for 

future generations and historical purposes, but not an information bank to be 

readily used. There were however two units that confirmed that they had regular 

contact with the archives in order to re-use old records. While most of the 

informants admitted that records management was part of their responsibilities, 

they confessed that it was time consuming. They argued that undertaking 

archiving without exactly knowing how to do it was frustrating, and they hence 

did not feel motivated and hated doing it. One of the informants confessed that all 

her fellow employees at the unit hated it.  

The following quotes however demonstrate a lack of understanding of the role 

of maintaining records: 

 

“I think the archives service exaggerates with the obligation to 

handle records in the register. It is difficult to motivate people” 

(Dept. Head C21). 

 

“The archives service has to inform me very well why I have to 

keep these records. These records are in my computer. I keep them 

for a long time. Why do I have to give them to the archives service? 

I have them in my computer. If I write a letter to an inhabitant, 

why do I have to keep it for 10 years?” (Unit Head C 22). 
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Lack of training in records management meant that officers did not exactly 

understand why they had to take care of the records, and some of the informants 

confessed that their records management skills were not good. They wished for 

training courses or sessions that could direct them in their records management 

work.  The officers described their skills as follows: 

 

“Not good at all. It takes energy to collect everything and to do it 

in the right way” (Officer C9). 

 

“Do we have any skills? We just do what the archives tell us to do. 

I do not think we really have skills” (Officer C3). 

 

“I keep everything. I keep most of the things but may be then I 

throw away things that are important. I try to keep everything on 

the computer and on paper too” (Officer C8). 

 

“We try but what I do is not always logical. I still have work to do. 

It would be easier if I could get ideas about what I should do.” 

(Officer C5). 

 

“I always keep my files very orderly but I do not know what I have 

to keep and so I keep everything, one copy of everything” (Officer 

C10). 

 

The expression “I keep everything” was mentioned by the majority of the 

informants. This must translate into information overload. Those who maintained 

that their skills were good thought so because they kept everything. They also 

confirmed that the way they managed their records was good for them but not for 

the organization since it was a personalized way of managing records. 

Records management issues were not discussed but a few people had started 

getting interested in seeing it work. The officers were also aware that the way they 

managed the records, determined whether they got captured in the archives. Lack 

of training and a records management policy made it difficult to manage records 

well. 

The officers were expected to know the different laws governing their 

respective areas of work and hence the administrative value of the records that 

they generated. They could get help from the archives service, but this was their 

responsibility. This however was not clear to most employees since, they saw it as 

the area of the archives service and they expected to get guidelines about how long 

they should keep the records. For the departments that were highly regulated the 

officers referred to the laws that governed their business areas. Very few people 
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mentioned the Public Access and Secrecy Acts and the archival law was only 

known by the archives service personnel. 

 

5.5 Records Governance Model 

The records governance model is reflected in the degree of coherence of the 

overall information architecture. This part of the study aimed to establish how 

management dealt with the records management issue in the departments. It was 

clarified to the informants during the course of the interview what was meant with 

management, and that was the heads of departments. The intent was to establish if 

management explicitly asked the employees to handle public records according to 

the legal framework, whether there was a records management policy and 

retention plan, and if the personnel adhered to them. 

 

5.5.1 Municipality A 

 

Some members of the management group in Municipality A considered records 

management important and therefore took every opportunity to bring it up on the 

agenda during the management meetings. Unit Head A11 contended that 

management had realized the importance of good records management, but they 

are not so engaged. He further posited that: 

 

“Management is not interested in working with the archives 

despite the fact that we had a very good and progressive archivist. 

Archival issues have never had a high status. Archives are still 

looked upon as museums.” 

 

Officer A6 further confirmed that: 

 

“I do not think it is considered important by management. It is in 

the walls. I cannot answer why. The administrative boss cares 

much more than management.” 

 

Unit Head A13 was of the view that since management gave the responsibility 

of managing records to a specific group of people then it surely cared about it. 

 The departments had retention plans that facilitated the management of public 

records before their creation. This meant that people knew how the created records 

were to be handled thereafter. Some people used the retention plan, others did not. 

Yet it was referred to as the records management policy by the majority of the 

officers.  
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The registry function also played an indispensable role towards the governance 

of public records. Every officer knew that public records had to be sent to the 

registry and this included both incoming and outgoing records.  

Regarding the question as to whether management demanded that officers 

should handle public records according to the legal framework, the answers 

varied. Those working with records management like the registrars posited that 

they are expected to know the laws and to even inform management. They argued 

that:  

 

“It is the opposite because it is us who inform them about the laws. 

Here one trusts that we have the knowledge and where we are not 

so sure we contact the municipal lawyer and therefore one trusts 

that we can or that we can find information that helps us in our 

work” (Officer A7). 

 

“I think that there is general knowledge about it. I do not think 

they sit and discuss records management but I think that one 

assumes that those who handle records do it rightly” (Officer A1). 

 

Some officers confirmed that they were informed about the laws governing 

public records and others gave answers such as having been informed during the 

creation of the retention plan, or during sessions where common information was 

presented. Officer A1 and Unit Head A16 posited that they were specialists at the 

laws but that they have known them by finding out themselves. Two of the officers 

who were working with the registration of the public records further argued that 

they also found out about the laws by themselves. Officer A6 had attended a 7 

credit points university course which enlightened her about the laws, but before 

that, she was copying how the other registrars were handling public records. 

Officer A4 said she was informed by the central archives since she co-operated a lot 

with them. Officer A3 had worked at the municipality for a long time and therefore 

knew what was required of her, when it came to the management of public 

records. The following Head of a Unit argued that: 

 

“It is assumed that one knows. From time to time it is mentioned 

but I think it could be better especially at the beginning. I came 

here 7 years ago and I came from another municipality. I think that 

they believe that we know that we are a public administration and 

deal with public records. I think that there is an attitude that 

everybody knows the rules and regulations” (Unit Head A17). 

 

The following unit head confirmed that they were somehow informed: 
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 “If I may refresh my memory it has been quite a while. The issues 

come up now and then but not so often and therefore, it is such a 

long time we were last informed or a training session on the issue 

took place” (Unit Head A13). 

 

Officer A10 argued that some units were highly regulated, like the building 

permit unit, and required to have proper documentation due to the legal 

implications that could accrue, while others like the free time and culture unit were 

not equally as regulated. This created a difference in culture. Some of the officers 

who had worked for the municipality for over 20 years could not cite any laws 

governing information and records management but did things by routine. The 

officers interviewed except for one, thought that the municipality lived up to the 

laws governing public records. Unit Head A16 however argued that: 

 

“I cannot say that we do. There are always people that get records 

that they do not manage in the right way etc. We are a big 

organization and therefore one can always find loop holes” (Unit 

Head A16). 

 

It was also expressed that the fact that the different units were located in 

different places was a challenge to the registration of public records. Where letters 

were sent to a particular unit, it was up to the discretion of the officer who received 

the records to see to it that they were sent for registration.  

 

5.5.2 Municipality B 

 

The management group in Municipality B considered records management 

important for their business transactions. However, the responses as to how 

management handled the records management issue varied. Unit Head B10 opined 

that management assumed that things worked out well and that the officers knew 

what to do. Unit Head 2 also confirmed this view and argued that management 

expected them to keep themselves updated and to know what they were supposed 

to do. Officer B1 who worked directly with records management issues, confessed 

that management does not look at records management as a priority. However, the 

Head of the Department argued that management handled records management 

issues according to its best capacity. On the contrary, Unit Head B14 argued that: 

 

“I think he trusts the archives assistant and if he has something he 

is wondering about he asks her. He also attends courses that are 

organized centrally. He is supposed to join the training session due 
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to take place now since we are supposed to start registering 

records by ourselves but, records management is not something he 

takes up on the agenda during the management meeting.” 

 

Records management was a centralized function even though everyone was 

engaged in it. The departmental heads did not therefore decide on the courses in 

records management, but they were centrally organized. Department Head B18 

argued that he considered records management training important but that: 

 

“No, these issues are rarely taken up” (Dept. Head B18). 

 

The municipality had a registry function and this was where most of the public 

records were captured. There was also great awareness that this was the place one 

had to turn to look for records. Officers were equally aware of their obligation to 

send public records for registration. By the time of the interviews, attempts were 

being made to even include the officers in the business units in the registration of 

public records, so that it was not only the responsibility of the registrars.  

The majority of the officers confirmed that they were not actively informed 

about the laws governing public information but were expected to know them. 

They were aware of the specific laws that governed their areas of work for example 

when it came to the type of documentation they had to maintain on file. The 

information about the laws governing public information came from the registry 

personnel. The following officers expressed the need to be more informed about 

the legislation: 

 

“The knowledge that I need to execute my work is okay but when 

it comes to the laws governing public information, I think it is 

important to know them so that one can handle the records in the 

right way” (Officer B5). 

 

“I know what a public record is and how I should handle it. That it 

has to be sent to the registry and that I should not keep the original 

and such stuff but of course if I had received training I would have 

a better ground to stand on while creating records in my unit. It 

could also enable me to develop a better understanding and a 

more modern way of handling these types of records and not 

depend on old retention plans” (Officer B8). 

 

The two departments had retention plans. One of the departments was still 

working on its retention plan and this process had taken a long time. It had started 

causing irritations among certain members of staff. A retention plan has to be 
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approved and adopted by the political committee before it can qualify as an official 

tool and applied on the management of public records. Officer B4 wondered why 

the Swedish Association for Local Authorities and Regions (SALAR) could not 

come up with a template of a retention plan, since that would facilitate its creation 

and establish a standard to be followed by all municipalities. The retention plan 

steers the appraisal of records. The fact that one of the departments was still 

struggling with its approval, meant that they could not get rid of any ephemeral 

records but were forced to keep all records. This irritated some of the officers since 

important information was getting overshadowed. Some of the officers argued that 

they did not use the retention plan. Yet, Officer B1 contended that she tried to 

direct those who asked her questions about how they should handle records to it. 

She argued that it was a good tool to guide the officers in the management of 

records but, they did not want to use it. Unit Head B15 opined that she did not 

know how one should encourage the use of the retention plan. She expressed the 

fact that whenever she asked the unit heads under her, they claimed they used it. 

Others did not even remember that they had a retention plan.  

 

5.5.3 Municipality C 
 

The management group considered records management to be an important 

function, but no one had time to fully engage in the issues related to it. Some of 

those interviewed officers responded that management dealt with the records 

management issues well, others thought it did not and a few did not know. The 

following Unit Head and officer argued that: 

 

“I think it is something that is important but nobody has time to do 

it. I think it is the time” (Unit Head C19). 

“They think records management is important but they do not 

really undertake action” (Officer C5). 

Dept. Head C21 thought they dealt with it well. Officer C3 argued that 

management was aware that the management of records was a problem and that 

they needed to deal with it, but they did not have time to seriously engage and 

commit themselves to finding a solution. Dept. Head C20 was of the view that 

there were a few people in the organization who would like to improve the records 

management environment, but they did not have time. He further argued that: 

 

“In the 8 years I have worked here the discussion on records 

management has been once or twice on the agenda. That is too 

little. It is also the responsibility of the management team with two 
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directors, the secretary of the municipality here; it should be of 

concern to them also. These interviews should be on the 

management agenda and again on the agenda of the heads of 

departments (Dept. Head C20). 

The interviews revealed that public records were partly registered. There were 

complaints that though incoming correspondence was registered and distributed 

to the different officers, the replies were not captured and hence not held together 

with the incoming correspondence. This made the registration process incomplete, 

because the replies should be sent back to the registry if a full record of a case is to 

be captured in the system.  

The archives service invested a lot of time in the creation of selection lists. This 

was done in collaboration with the municipal officers concerned. The interviews 

revealed that some of the units did not want to co-operate with the archives 

services, and therefore failed to give information about the types of records that 

could be found in their units. A lot of time was lost trying to convince people to co-

operate, and of course the archives service prioritized the units that were willing to 

co-operate and to hand in their records. This partly explained why there were units 

that had never transferred records to the archives, and why some units had their 

archives organized. Changes in leadership of the departments and units also 

affected this work, because sometimes the archives service managed to build up a 

relationship with a particular department or unit, and when there was a change in 

leadership they had to start afresh. The new leader sometimes did not consider 

records and archival issues important.  

 

5.6 Trust in the Organizational Records Management Systems 

Oliver argues that this is an area that must be investigated if one is to 

understand an organization’s information culture because it is about finding out if 

the employees trust existing in-house information management systems. This 

aspect of information was explored by establishing if the officers used the common 

system, put in place to capture records, whether records were withheld from the 

system, and if informants trusted the organizational systems.  

As indicated in 5.2 the Swedish municipalities had trust in the registry function 

which enhanced the use of the organizational systems put in place to capture 

records. In the Belgian municipality, where the registry function was under-

developed, there was less trust in the organizational systems. 

 

5.6.1 Municipality A 

 

The majority of the officers used the common systems put in place to manage 

public records. The system however which was implemented in 2009 had not met 
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with the expectations of the municipality. Most of the municipal systems were 

supposed to be integrated, with the case and records management system. The 

registries of the different systems were integrated but most of the processes were 

not. The implementers of the system promised much more than what the system 

had so far delivered and not every officer was satisfied with it. The registry 

captured most of the public records and it therefore facilitated access to and 

retrieval of records. Officer A8 was very satisfied with the search function of the 

case and records management system. She argued that the system was a “gold 

mine” to her because she could access all the records she needed. This also 

demonstrated the trust she had in the system.  She argued that:  

 

“We have a search function on both the case and the record, I think 

it works superb and I look at it as a gold mine because I can always 

find the records that I am looking for but, like with all newly 

implemented systems there is always a lot of negativity and 

resistance to change the working routine” (Officer A8). 

 

 Regardless of the complications that the case and records management system 

posed, the informants confirmed that they all used it and regarded the registry 

where the system was located as the place to look for records in addition to the 

central archives. 

 

5.6.2 Municipality B 

 

All the officers confirmed that they used the records management systems put 

in place to manage records. They did not have personalized systems and 

forwarded the public records to the registry as a matter of routine. The officers had 

a lot of trust in the case and records management system in the registry, since 

everybody referred to it as a place to turn to when one is looking for records. The 

physical archives were also referred to as a system to consult when there was need 

to make reference to old records. The following officers confirmed: 

 

 “If the records are in the registry then I can always contact the 

registrars. There are no obstacles to access records.” 

 

The municipality experienced a problem of systems integration. Unit Head B16 

argued the system suppliers were more interested of selling their products, but 

that  they were not talking to each other in order to find a solution. She argued: 

 

“We are almost close to a solution and we have to because at the 

moment, we are ineffective. We get support for our business 
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systems but the problem is that the system suppliers have not 

succeeded in communicating with each other because they each 

want to sell their own application. We have paid so that they can 

look at how we can transfer records between systems and the 

integration of systems but, they have failed to technically solve the 

issue. If it cannot solve the issue or if they do not want is hard to 

tell but, it is a big problem for us and it has taken a lot of energy. 

One wonders why things become like this. It is clear that there are 

organizational problems because we sit in different parts of the 

municipality, with different responsibilities. The challenge is to 

find a way of talking about these things and creating an 

understanding for the different needs" (Unit Head B16). 

 

Despite the challenges the officers did not devise other means of handling public 

records, but they still struggled with the double registration of records, which 

could have been avoided had the suppliers enabled the systems to “talk” to each 

other. 

 

5.6.3 Municipality C 

 

The municipality had a case and records management system meant to facilitate 

the capture, organization, management and preservation of records. The system was 

not user-friendly and it lacked records security functionality. Most of those 

interviewed complained that the system was difficult to use. This compelled them to 

establish their own personalized records management structures in order to readily 

retrieve the records they wanted to access. Access to the information in this system 

was not controlled, and one of the informants lamented seeing all types of records 

she was not supposed to access. The following informants expressed fear of not 

being able to retrieve the records they registered in the system because of a 

complicated user interface. The following quotes demonstrate what people felt 

about the common system:  

 

“There is a common system and everybody knows where the 

folders can be found etc. It is not  on the contrary fully developed 

for example, the most asked question is, “where can I find that 

record?” and then someone will say; it is easy, you go to folder L, 

then record, then public, and one will  have 25 other folders and it 

is not easy to find records. So that is something that we need to 

deal with. We have no overview of the existing records and where 

we can find them. That is a difficult problem because we to access 

records every day” (Dept Head C21). 
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“The case and records management system and the other systems 

we have they are not user-friendly and not of good quality. I do 

not make any effort to put my records in them because nobody 

uses them” (Officer C8), 

 

“It is not user-friendly and it is very difficult to retrieve 

information. If I put a record in the system, it is very difficult to 

find it” (Officer C1). 

 

“To say nobody uses it is not true but there are a lot of colleagues 

who do not use it. They say they never use it and then one just 

does not do it. We have a lot of discussions about it because one of 

our colleagues uses it all the time” (Officer C6). 

 

A few of those who used the system on a regular basis, also confirmed that it 

was not at all user-friendly and that it was insufficient for the management of 

records. The personalized records management systems were therefore a result of 

lack of trust in the case and records management system put in place to manage 

organizational records. It was also observed that most of those who managed their 

own systems towards the management of records were convinced that they were 

doing it to facilitate their work. Others did it because they did not trust that the 

central archives would maintain the structure of their records as it was in their 

offices or on their computers. One officer was for example wary of the fact that his 

records would be appraised or thrown away, and yet he was the one who 

understood the value and logic behind the them and not the archives personnel. 

The following quotes demonstrate both the confidence people had in their own 

systems:  

 
“I think they are quite good (the records) for me because I always 

find what I need. I can easily in some seconds look up what I need 

and if somebody or a colleague asks for information, I can find it 

very easily” (Officer C2). 

 

“Now it is ok for me because I can find everything I want but I do 

not think it is an ideal situation for the organization. This is 

because somebody else will not be able to find the records in my 

digital archives since they do not know my system. So it is not 

ideal” (Officer C1). 
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The people who had confidence in their own systems were, however, also 

aware that they personalized organizational knowledge and that was not good for 

the organization. Some of the informants claimed they had very good systems that 

could only be understood by them. They also confirmed that if they fell sick or left 

the municipality, very few people would be able to understand what had been 

going on in their particular areas of work. Some of these personalized systems 

became insufficient as the volume of records grew, and without sufficient search 

functions, the retrieval of records became very time consuming. One of the 

informants confessed that she literally had to go through all the electronic or 

physical folders to find the record she needed to consult. The above quotes also 

clearly demonstrate lack of understanding to manage records as a common 

resource or knowledge.  

 Officer C16 argued that there were so many information silos in the organization 

which were caused by lack of system integration. He further complained that there 

was no standardized procurement procedure of information systems or applications 

and hence the information silos continued to develop.  

 

5.7 Discussion and Conclusion 

In conclusion, this chapter set out to establish if existing information culture in 

the municipalities could be an obstacle to the implementation of a holistic and 

proactive approach. The three municipalities deployed information and records 

management systems (technology) to capture records. However, to facilitate the 

capture and management of records, the Swedish municipalities had a registry 

function. The same function facilitated the pluralisation of records, since they were 

in an organized state and could be retrieved and made available upon requests 

from different stakeholders. In the Belgian case study the capture, management, 

organization and the pluralisation of records was problematic since the registry 

function was under-developed.  

Municipalities A and B were sensitive to the management of public records and 

they exhibited respect for records. They had a culture that endeavoured to take 

care of public records and the Swedish officers knew the laws governing public 

access to government records, and the specific laws that governed their respective 

areas of work. The archives Act which in detail describes and explains how 

government institutions should manage their records, was only known to the 

registrars and archives assistants, who acted as a link between the rest of the 

officers and the central archives.  

The fact that the Swedish municipalities had a well developed registry also 

meant that there was a systematic management of public records. This however 

did not mean that there were no challenges. Email management was still 

problematic, and it was expressed that some officers had problems in determining 
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what emails constituted public records. In Sweden, email correspondence is not 

differentiated from traditional correspondence and hence should be managed in a 

similar manner (Gränström et al., 2000). The number of emails received a day also 

increased the risk of neglecting or deleting public records. However, email 

correspondence that was identified as public records was sent for registration. 

There were also paper records that were supposed to have been submitted to the 

central archives, but were still being kept at the departments. Municipality B 

experienced that the bulk of paper records had become difficult to use as a 

reference source.  

The Swedish municipalities had qualified archivists, who were not so much 

involved in the management of current records. The registrars, who did not have 

the same education level in records management and a holistic understanding of 

the entire records continuum like the archivists, were more involved in the 

management of current records. They were hence in constant contact with the rest 

of the officers. The registrars had attended courses in the registration of public 

records and were said to be good at their work. 

In Municipality C, the respect shown towards the management of public 

records depended on how highly regulated a department was. This is a conclusion 

drawn since informants from one of the departments emphasized that they could 

not afford to make mistakes and that there were a series of records that they had to 

maintain on file. This meant that lack of proper documentation could have legal 

repercussions. However, lack of a fully developed registry function compromised 

the effective management of public records and made them difficult to trace. This 

further resulted in loss of time, since a good number of the employees especially 

the newly recruited ones spent most of their precious time looking for records. 

European governments are embracing e-Government development and so is the 

Belgian government. However, the officers’ email boxes were according to the law 

private and hence beyond the records management function that took care of the 

municipality’s records. Municipality C was however planning to develop e-

services, which raises questions regarding the privatized email boxes. Most people 

communicate using email, but the informants confirmed that it was the paper 

record that was considered official.  

In Municipality C it was people who did not have records management training 

who were in charge of the active management of the records. The municipality had 

staff members who registered incoming public records, but they were not trained 

registrars. The archivist was again responsible for the management of the records 

that had to be sent to the archives. He was not actively involved in the 

management of the active records. This evidently caused problems as people 

instituted their own ways of managing their records, and the fact that there was no 

records management policy made the situation worse. The informants expressed 

frustration over the fact that they did not know what to with the records. Lack of a 
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records management policy made it hard to create, capture, organize and to 

manage the generated records.  Lack of records management guidelines meant that 

important records were destroyed without consultation with the archivist. This 

kind of environment promoted inadequate records management behaviour where 

some members of staff did have respect for records.  

Managing records for knowledge and information sharing was not fully 

developed in either of the three cases. The registries in municipalities A and B 

facilitated access, use and re-use of records. A folder structure was also used to 

share information or the Intranet. Some of the information systems intended to 

facilitate knowledge management and information sharing posed integration 

challenges and instead created information islands. In municipality A, despite 

efforts to invest in an expensive system to create a common repository that would 

facilitate records management and hence foster knowledge and information 

sharing, some of the employees expressed frustration about the system. The intent 

was to integrate most of the information systems with the case and records 

management system, but this was not feasible. The system was to manage as many 

business processes as possible, but it had so far only facilitated the inclusion of one 

process. Municipality B had an integration problem too, which resulted in the 

double registration of public records and frustrated employees. Yet, the system 

suppliers were not being very helpful.  

Municipality C also faced systems integration problems and these were caused 

by the procurement process that was not co-ordinated. This all resulted in 

frustration of staff that neglected the use of the records management system put in 

place to facilitate knowledge and information sharing. The system that had been 

implemented to capture records and to act as a common repository was 

insufficient in functionality. The majority of those interviewed had developed a 

culture of not using it because they claimed it was not user-friendly. 

Lack of consultation and collaboration around the procurement of information 

management systems in the three case studies led to an IT-infrastructure with 

disparate information systems. This did not promote information access but 

hindered the effective use of information.  

As regards the management of records most of the interviewed officers shared 

their experiences with each other. Consultations were made with those officers 

who were seen as “experts” in records management in the departments. However, 

the conclusion was that the so called experts were not experts in records 

management, but they knew the laws that governed their specific areas of work 

and the type of documentation that was required to be maintained. However, they 

did not have a holistic view of records management issues and easily brushed off 

whatever was beyond their understanding as the responsibility of the archives. A 

Head of Unit in Municipality A also argued that archives were still seen as a 

“museum” in his municipality, instead of regarding them as information banks to 
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be actively used as per the continuum model. This kind of view was also prevalent 

in all the three case studies even though some of the participants consulted the 

archives on a regular basis to access old records for reference purposes. The 

majority of the participants looked at archives as a place to preserve records for 

historical purposes only.  

It was discovered that in the Swedish cases, despite the many years some of the 

officers had spent at their jobs, that the management of public records was routine 

bound. This is to say that most of the interviewed officers had worked for the 

municipalities for several years and handled records as a matter of routine. There 

was a feeling that people knew what to do with public records. One of the archives 

assistants in Municipality B however wondered if, some of the officers understood 

why they managed records the way they did. In other words, the management of 

records was something a person did because the law dictated so. Except in one 

case of a Unit Head, officers were not making reference to the fact that records 

were a tool for knowledge management, information sharing and efficiency. Some 

of the experts were excluded from the beginning of the records management 

continuum and this is why improvements directed at the information management 

environment were fragmentary. Some of the studies confirmed that the focus was 

only on the management of current information and records, which excluded plans 

for its long-term preservation.   

The registrars in Municipality A had been offered a course for registrars and 

they also had attended courses for experienced registrars. Their head of unit 

confirmed that they were people who were experts in their area and had long 

experience because they had worked at other departments. However, they were 

not people with substantial university studies. They had mostly received internal 

training. In case study B, it was the archival assistants and the registry staff who 

were referred to as the professionally trained records management officers, and 

they were the ones referred to as the experts. However, one of them confirmed that 

she did not feel so confident when it came to the laws or other records 

management issues. Her educational background was what one would call basic 

education. The second archival assistant did not even know whether she still 

played that role, because everybody was now engaged in the registration of public 

records. She had too been given a 7 points university course in records 

management.  

In Municipality C, the assistants who worked as the link between the rest of the 

officers and the archives service were not qualified records assistants or managers. 

They had no records management background. The archives service took care of 

the records at the end of the continuum. There was such a big delay between the 

time of creation and the time when the archives service claimed the records. This 

created a state of anarchy where officers created their own systems. Most officers 
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kept everything which also created an information overload and made the search 

and use of records difficult.  

Some of the informants in Municipalities A and B confessed that they could 

always become better, and that they would appreciate records management 

courses or sessions that would give them a deeper understanding of the laws 

governing the area. Doing things by routine is good, but in a changing world even 

those who have several years’ experience can be challenged by the changes that 

sometimes take place in organizations. Some of the officers did not think they 

needed any records management training because they had worked for the 

municipalities for such a long time and knew the procedures. However, they felt 

unsure when it came to the management of email correspondence. Further, the 

courses that were given to the staff responsible for records management were quite 

elementary in comparison with the current complex environment.  

In the Belgian case, the informants lacked motivation to manage public records. 

Records were managed according to personalized systems and to facilitate the 

execution of one’s work. This of course was not good for the organization, 

especially since the municipality recruited young people who moved on without 

structuring up the knowledge they that they created. This meant that newcomers 

had to sometimes start from the scratch or waste a lot of their initial time figuring 

out what their predecessors had done.  The informants confirmed that they were 

never offered any courses in records management. They expressed interest in a 

course that would foster a full understanding of records management. The 

informants felt very unsure when managing public records since the municipality 

did not have a records management policy and there were no guidelines to 

facilitate the management of public records. They expressed frustration over not 

knowing what they should do with the records.  

The findings again confirmed that records management was not regarded as a 

function that needed fully qualified personnel. Training was not prioritized and 

when it took place, it was often in conjunction with the implementation of a new 

system. This was the case in all the three case studies. Records management was 

mostly done by routine and the officers confirmed that they consulted their fellow 

colleagues or immediate managers whom they looked upon as “experts”.  

Though some informants were of the view that the management groups of the 

Swedish case studies did not prioritize records management there was a good 

majority that confirmed that they did.  

In Municipality B, the departments had retention plans but one of them had not 

by the time of the interviews, managed to get it approved by the specialized 

committee. The fact that some of those interviewed officers were frustrated 

because it had not been approved was a sign that, it was regarded as an important 

tool. However, since a good majority of the informants in the Swedish 

municipalities managed records by routine, the retention plan was not either 
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utilized as it ought to be. Both municipalities had well developed records and 

archives policies, but these were not known to some of the officers except in one 

case in Municipality B where a head of unit made reference to a handbook. There 

was a strong adherence to the legal framework that governs public records even 

though the Archives Act was not known. However, those working with records 

management confirmed that management trusted that they knew their job and that 

it was their responsibility to ensure that the legal framework was followed. There 

was also high trust in the use of the common systems put in place to manage 

records. The case and records management systems were seen as common 

repositories where one could access records.  

In Municipality C the records governance model had many weaknesses. The 

structures that could have facilitated the capture and management of public 

records were not fully developed. The records management system that was in 

place to manage the registration of public records did not capture the entire 

records flow. The officers did not show trust in their registry. Records management 

was not a prioritized issue by management and no courses were offered to the 

municipal employees. One of the departmental heads, however, argued that 

improvements were being made and these were mostly being pushed by the 

archives service. He further opined that records management should be an issue 

on the management agenda. The legal framework governing public records was 

only known to a few of the interviewed officers. The officers were expected to 

know the laws that governed the records that they generated. They however 

expected the archives service to let them know how long public records had to be 

maintained. This enormously impacted the entire records management 

environment, since the insecurity felt by the officers made them keep “everything.” 

“We keep everything” was a common phrase among the officers that the 

researcher interviewed. This automatically led to an information overload in the 

systems and hence overshadowed important information. It also made retrieval of 

records problematic. There was no records management policy except for the email 

policy which was old and not known to the majority of the officers.  

The officers in Municipality C did not have trust in the common system that 

had been put in place to capture the records and that was meant to be a common 

repository. This is where they could register and also access the records. They 

instead created personalized systems for fear of not being able to readily access 

their records since the system was not user-friendly. Others did not use the system 

because they had heard from fellow colleagues that they also did not use it. In 

Municipality C where the records governance did not include a well developed 

registry, public records were not being effectively captured. This also led to a 

culture where officers could choose not to use the records management system. 

The Swedish municipalities had to a certain extent a more developed 

information culture even though it was not free from challenges. The biggest 
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challenge was the management of electronic records which requires a change in the 

paper-mindset that still dominates, especially among personnel who have worked 

for the municipalities for several decades. The over confidence displayed by the 

Swedish officers towards the management of public records could also hinder, the 

open mind required to understand the current information landscape and its 

complexities.  

In the Belgian case, lack of structures that ought to facilitate for the personnel to 

respect the records management architecture was a big challenge. The municipality 

had many challenges in its records management environment and these included: 

lack of a fully developed registry, system integration, a records management 

policy, electronic archives and the creation of personalized systems that led to the 

neglect of the common system. Documentation is of crucial importance in a 

democratic society and therefore not documenting the actions that some of the 

Belgian officers took could compromise the rights of the citizens and work against 

the intent of the Public Access and Secrecy Acts. 

Where there was lack of respect for records, the records were not effectively 

captured. Lack of respect for records as sources of knowledge and information 

sharing tools, meant that it was difficult to share knowledge and information. 

Where skills to manage records were insufficient, the employees had negative 

experiences about records management. An under-developed records governance 

model also meant lack of trust in the case and records management system put in 

place to manage records. In such an environment, the employees did not embrace 

the solutions that were meant to achieve a mature information culture. Information 

culture therefore affects the factors that contribute to achieving effective records 

management and a functioning information and records management infrastructure 

and impacts the capture, management, organization and pluralization of public 

records.  

In conclusion, information culture influenced the factors that contributed to 

achieving effective records management because the attitudes of the employees and 

the way they understood and valued public records impacted their management. 

This conclusion was based on the following: 

 

 Where there were no formulated records management policies, the 

attitudes towards the management of public records were more 

relaxed. This created an anarchistic environment where employees 

created their own systems and managed the records as personal 

property. This made the capture, organization, management and 

use of public records difficult. 
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 Lack of training in records management led to lack of an 

understanding as to why public records had to be managed 

according to certain criteria. 

 

 Lack of collaboration affected information planning and led to the 

procurement of disparate information systems which caused 

integration problems. Lack of collaboration led to lack of a 

proactive and holistic records management approach since the 

expertise of the archivists and IT personnel were often disregarded. 

This also led to lack of long-term preservation strategies for digital 

records. 

 

The outlined issues are people related and they have to do with the information 

culture of the organizations that the researcher has researched. These are issues 

that can be dealt with in order to achieve a well functioning information 

management infrastructure.  

The chapter that follows presents the Records Continuum Perspective and the 

Information Culture Assessment Framework that was applied to the analysis of the 

information activities of the municipalities and the information culture that they 

espoused. 
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CHAPTER 6. THE RECORDS CONTINUUM MODEL 
PERSPECTIVE AND INFORMATION CULTURE 
ASSESSMENT FRAMEWORK  

This chapter presents the analysis of the municipalities’ information and 

records management activities as seen at each dimension of the Records 

Continuum Model and an examination of what was happening in the 

municipalities at each of the information culture assessment framework levels. 

The RCM has four dimensions as shown below: 

 

 Create; 

 Capture: 

 Organize; and 

 Pluralize. 

 

In order to establish the type of information culture espoused by the three case 

studies Oliver’s (2011) information culture assessment framework which constitutes 

three levels was used: 

 

 The first level deals with the fundamental layer of an organization’s 

culture and among many it includes, respect for records as evidence, 

respect for information as knowledge, willingness to share records 

and trust in records; 

 The second level addresses employee skills, knowledge and 

experience related to records management and; 

 The third level is about records governance and trust in organization 

information systems. 

Davenport’s information governance models were also used as an analytical tool to 

describe the information cultures in the three cases. 

 

6.1 Information and the Records Management Activities at Each 
of the Records Continuum Dimensions 

Dimension 1 - Create: represents the locus where all business actions take 

place. In this dimension, documents exist in versions and can be moved 

beyond this locus. 



127 

 

 

The activities related to information and records management in the 

municipalities were concentrated at dimension 1. However, there was lack of a 

holistic view. Primarily, the focus was on the management of current information 

which excluded a long-term preservation perspective. Lack of collaboration 

resulted in the exclusion of important expertise such as that of the archivists and 

sometimes the IT specialists from information management planning projects. The 

archival expertise is a necessity when it comes to issues of retention, appraisal, 

preservation and the legal framework that governs information. The archival 

expertise that could have led to a holistic and proactive approach to information 

management was underutilized. The IT expertise that could have led to a more 

integrated IT infrastructure was also sometimes left out of the information systems 

procurement process. This resulted in the acquisition of specialized information 

systems without plans as to how information and records were to be managed for 

long-term. The RCM promotes the management of the entire information and 

records continuum but in practice this was overlooked.  

In Municipalities A and B, the creation of records was facilitated by the fact that 

there were records management policies, retention plans and well functioning 

registries. The employees were therefore more inclined to create records according 

to the guidelines. In Municipality C lack of a records management policy meant 

that records were created without a proper plan as to how they were to be 

effectively managed. This is the dimension where issues of knowledge 

management, information sharing, re-use of information and long-term 

preservation ought to be addressed. This dimension is crucial to the rest of the 

dimensions. If it is not well planned for, the rest of the dimensions are 

compromised. The problems that were demonstrated at this dimension were 

mostly people issues. These issues involved lack of collaboration and failure to 

follow the procurement procedures in place for the acquisition of new systems. It is 

important for the municipal employees to cultivate a good understanding of 

information and records management issues because they concern the entire 

organization. The municipal employees need to cultivate the right attitudes and 

understanding towards the management of information, if they are to 

meaningfully contribute in their various capacities to the effective management of 

its entire continuum.  

 

Dimension 2 - Capture: is when a document is communicated or 

connected through relationships with other documents, with sequences of 

action. The records are in this dimension captured as evidence of 

transactions and can be distributed, accessed and understood by others 

involved in the business transactions. 
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Information and records capture and sharing are influenced by dimension 1. If 

dimension 1 is not well planned and executed, information sharing and use across 

an organization becomes difficult. In Municipalities A and B the fully developed 

registry functions facilitated the capture of most public records. However, the 

management of email correspondence was still problematic. In Municipality C 

email correspondence was not regarded as official at all times and the privatization 

of the email boxes meant that most emails were not captured. Lack of a fully 

developed registry function complicated the capture of public records. The 

attitudes of the officers of Municipality C towards the management of public 

records made their capture hard because of the personalized systems, which 

created islands of information. Information and records sharing in all the three 

municipalities was carried out via integrated systems, folder structures, the 

Intranet and common network structures and servers. The effort in Municipality A 

to create a unified repository was a good attempt to capture information in a 

manner that was likely to enhance information sharing, access and re-use.  

 

Dimension 3 - Organize: Represents an aggregation of records above 

individual instances of sequences of actions. Here the records are invested 

with explicit elements to ensure that they available over time that exceeds 

the immediate environments of action. This is the archive or fond that 

forms a corporate or personal memory. 

 

Dimension 3 is where organizations face not only the issue of organizing 

information in a manner that would enhance information sharing and knowledge 

management for both current and future purposes, but also ensuring its long-term 

preservation. Since the municipalities focused their attention on the management 

of current information in order to improve efficiency, the organization of 

information and records was fragmentary. The municipalities lacked digital 

archives and still operated a hybrid system where, information meant for long-

term preservation was captured in a paper-based format. Some of the issues that 

were revealed in the study that focused on whether ECM factors could mitigate 

long-term preservation confirmed that even within the records management 

framework, lack of enterprise architecture, collaboration and system integration 

exacerbated the information and records management environment. These factors 

are considered by the ECM proponents to be crucial importance to the effective 

management of information. The two Swedish municipalities were also working 

with some of these ECM factors. This confirmed their relevance and hence the 

conclusion drawn that addressing them could mitigate long-term preservation 

challenges. As e-Government developments advance, the municipalities’ 
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accumulated archives will require better integration and management in order to 

enhance re-use and the development of e-services. Dealing with the people issues 

at dimension 1 would at least mitigate the challenges that emerge when a proactive 

and a holistic information and records management approach is neglected. 

 

Dimension 4 – Pluralize: This dimension represents the broader social 

environment in which records operate. The legal and regulatory 

environment which translates social requirements, are different for every 

society and at every period, for recordkeeping. This dimension further 

represents the capacity of records to exist beyond the boundaries of a 

single creating entity (B. Reed, 2005). 

 

Dimension 4 promotes the fact that government information is created for a 

broader social environment. This dimension enhances the on-going Swedish 

discourse, which views information as a national resource meant to boost national 

development. Swedish and Belgian citizens have a right to access public records 

according to the legal framework governing public records. However in order for 

the information and records to be pluralized, dimensions 1, 2 and 3 have to be well 

planned for and have to function well. The municipalities’ information and records 

must be publicly available from the point of creation. The way the first three 

dimensions are managed affects the fourth dimension of the continuum. The 

pluralisation of records is likely to be difficult where all the dimensions are not 

well planned for and managed. Even though some of the public records were 

captured in the registries, lack of digital archives and a long-term preservation 

perspective is likely to compromise the pluralisation of information and records.  

Although technological challenges persist, the people issues are also quite 

critical to information and records planning and management. The continuum of 

attitudes and the fragmentary measures taken to manage information and records 

are likely to fail the municipalities’ endeavours to promote information access and 

to achieve the e-Government objectives. Organizational employees with different 

expertise need to work together in order to meet with the requirements at each of 

the dimensions, if the municipalities are to achieve a proactive and holistic 

approach to information and records management. 

 

6.2 The Information Culture of the Municipalities 

The objective of the information culture study was to examine the type of 

information culture that existed in the three municipalities and the impact it had 

on the management of public records. Information culture is defined as the norms, 

attitudes and the value employees attach to information (Oliver, 2011). Oliver 

argues that information culture is intertwined with organizational culture. This is 
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because the attitudes and norms that it constitutes are developed within an 

organization. Based on the literature review, good information culture encourages 

good information management practices. This determines the management of 

information for accountability and transparency and for the execution of business 

processes.  

The first level of Oliver’s (2011) information culture assessment framework 

meant establishing whether the municipalities showed respect for records as 

evidence, respect for information as knowledge, willingness to share records and 

trust in records. In the Swedish records management environment, the employees 

managed public records with respect. In Municipality C, most public records were 

not handled in a manner that protected them as evidence. The Swedish 

municipalities tried to manage records as sources of knowledge through the 

registry function, which functioned as a common repository, facilitated records 

capture and promoted readily access. Email applications, Intranets and a folder 

structure were used to share information. In Municipality C where the registration 

function was under-developed, managing records as sources of knowledge was 

problematic since there was no common information and records repository for the 

entire municipality. Employees relied on personalized systems. Using records as 

information sharing tools was also problematic, since the folder structure put in 

place to facilitate the exchange and access to each other’s records did not function 

as expected. It instead made records retrieval and access even harder. The Swedish 

municipalities showed more trust in records because most of the records were 

accessed through the registry. Trust here meant that if the municipal employees 

wanted to access the right version of a record, it could be found in the registry or 

the central archives. This is because the original records were captured in the 

registry and only copies were sent to the officials. 

The second level of information culture was about employee skills, knowledge 

and experience related to records management. The employees of the Swedish 

municipalities were more confident about their records management skills. They 

ranked themselves quite highly and many of them had long experience in the 

management of public records. Public records had to be registered and this was a 

very important part of the records management practices. The fact that the 

Swedish municipalities had retention plans facilitated the experience of managing 

records for the Swedish officers. This, however, did not mean that there were no 

challenges in the Swedish environment. The registration and management of email 

correspondence was for example still a challenge, since some officers had 

difficulties in establishing whether some emails were public records. Some unit 

heads also confirmed, that it was unrealistic to expect them to handle all the emails 

they received because they were so many. Since the municipalities are engaged in 

e-Government development and email is now the most common mode of 

communication, effective email management systems need to be put in place in 
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order to facilitate their management as records.  Records management was carried 

out as a matter of routine since no systematic training was offered to the 

employees. Yet, the current records environment is complex and will require 

employees to understand how the way they manage records affects their use, re-

use, access and long-term preservation issues. Records management as a function 

was seen as important and hence regulated by the laws that governed public 

information. It was however not a process in its own right but, a process that was 

always addressed in conjunction with system implementation or changes in the 

laws that governed different business processes. 

 In Municipality C, the interviewed officers were not at all confident about their 

records management skills and they therefore ranked themselves poorly.  The 

officers did not know what to do with the records that they generated and 

therefore managed them to the best of their own knowledge, in order to manage 

their business processes. The organization did not have a records management 

policy to facilitate the management of public records. This created a lot of 

insecurity among the officers who claimed that they “kept everything,” since there 

were no guidelines and they did not know the regulations that governed the 

records they produced. However, a few made reference to the Public and Secrecy 

Act that granted the citizens the right to access public records.  

Very few of all the informants understood what the archival law was. Yet, it 

details how public authorities should handle public records. This is not to say that 

all the municipal employees ought to become experts in this law but, a fair 

understanding of what it dictates would facilitate the work of the officers who 

work with information and records management issues. The focus was mostly on 

the specific laws that governed the different business processes and luckily 

enough, these laws required proper documentation which ensured that records 

were in some cases well managed. 

The third level was about records governance and trust in organization 

information systems. There was a more developed records governance model in 

the Swedish municipalities, which facilitated the capture, management and use of 

records. The management groups of the two Swedish municipalities were 

according to some of the informants interested in records management issues. 

However, no training was offered to the employees. The Swedish municipalities 

showed trust in the case and records management systems put in place to capture 

public records by using it. In Municipality C there was no trust in the common 

system put in place to capture records and management was said not to have time 

to invest in records management issues. It was however confirmed that it was 

aware of the fact that the management of records was a problem. The Belgian 

officers developed their own systems in order to be able to readily access the 

records they generated. This is because the common system was not user-friendly. 
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All the three municipalities faced the challenge of operating information 

systems that were not integrated. This was particularly a result of un-cordinated 

information systems procurement procedures and lack of collaboration and 

consultation. This caused islands of information and specialized systems. 

 

6.3 Conclusion 

In conclusion, the municipalities had weaknesses at each of the RCM dimensions 

and the three levels of the information culture assessment framework. However the 

Swedish information and records management environment was more conducive to 

the development of a mature information culture. The Belgian information and 

records management environment as demonstrated in the analysis requires 

remedies that will address the weaknesses that have created a culture where public 

information and records are not managed according to the legal framework that 

governs public information. Davenport (1997) argued that every organization has an 

information model. Using his information models the researcher was able to draw a 

conclusion regarding the type of information model each of the case studies had. 

The following table presents the qualifying factors that fitted each case study under 

a particular model: 

Table 5: Factors that qualified the municipalities for Davenport’s models of 

information Governance relevant to the study: 

 
Davenports Information 
Governance Models 
(Davenport, 1997: 68-75). 

Municipalities A and B Municipality C 

Information federalism: 
This approach to information 
management is based on 
negotiation and consensus 
on the organization’s key 
information elements and 
reporting structures 

-The municipalities A and B had 
records management policies 
and retention plans that 
facilitated the management of 
records before their creation. 
-They had a registry function 
manned by trained registrars. 
-All employees knew that public 
records had to be sent to the 
registry for registration (both 
incoming and outgoing records.  
 

 

Information anarchy:  
As the name suggests, there 
is an absence of any overall 
information management 
policy, and individuals obtain 
and manage their own 
information. 

 -There was no records 
management policy in place 
and this led to the creation of 
personalized information 
systems.  
-Individuals managed their 
own records in order to deal 
with their business processes. 
-The registry function was not 
fully developed and hence 
records were not 
systematically captured. 

Technocratic utopia: 
This approach to information 

-In both municipalities, training of 
the employees in records 

- No systematic records 
management training was 
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management is 
characterized by an 
emphasis on information 
engineering and 
technological solutions 
particularly focusing on new 
and emerging technologies. 

management issues was not 
prioritized except in connection 
to the implementation of new 
systems or changes in the laws 
governing some of the business 
processes. Investments were 
being made in information 
systems to solve information 
manage challenges.  

offered to the employees. The 
employees were only 
instructed about how to handle 
records during the 
implementation of new 
systems. 
 

Conclusion: -The Swedish municipalities 
therefore qualified for the model 
of information federalism. 
However, they also had the 
techno utopia kind of approach. 
 

-Municipality C qualified for 
information anarchy 
governance model due to the 
reasons give above. It also 
had a techno utopia approach. 

 

Based on Davenport’s information models the researcher concluded that the 

Swedish municipalities had an information federalism model which is based on 

consensus and negotiation on organization’s key information elements and 

reporting structures with a focus on information systems. They had records 

management policies, retention plans, there was a general understanding of how 

public records should be managed and a registry function that facilitated the 

capture of most public records. The Belgian municipality had an information 

anarchy model which was characterized by the absence of an information 

management policy and where individuals obtained and managed their own 

information. All the three case studies in addition had a techno utopia approach 

because they all deployed information management systems to solve their 

information and records management challenges and neglected the people issues 

(Davenport, 1997).  

The chapter that follows presents a discussion and conclusion, implications for 

theory, implications for policy and practice, reflection on the research process and 

recommendation for further research. 
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CHAPTER 7.  DISCUSSION AND CONCLUSION   

 As discussed in Chapter 1, the current information management landscape will 

require the municipalities to adopt new strategies in order to effectively manage 

information and records as a resource meant to serve business and the general 

public.  The aim of the research was to establish if the municipalities were coping 

with the new information demands and whether they were embracing a proactive 

and holistic approach amidst e-Government development. This has been achieved 

by identifying research related to the issues that this thesis has explored, critically 

examining the interface between a systems oriented solution such as Enterprise 

Content Management (ECM) and records management, and by establishing the 

impact information culture has on the management of public records. The 

following questions have been answered: 

RQ 1. What is known in the literature about the research problems studied in the 

thesis? 

RQ.2. Can records management and ECM be harmonized to contribute to a 

holistic and proactive approach to content, records and information management? 

(a) What are the similarities and differences between ECM and records 

management? 

(b) Could the information and records management strategies being 

implemented in the public administrations be considered to be the same as or 

similar to ECM? 

RQ.3. Can the existing information culture in the municipalities be an obstacle to 

the implementation of a holistic and proactive approach?  

 

(a)  What type of information culture exists in the municipalities?  

(b) How does information culture influence factors that contribute to achieving 

effective records management and a functioning information 

infrastructure?  

(c) How does information culture impact the capture, management, 

organization and pluralization of public records? 
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e-Government development has at its core the effective use of information 

technology and information. It is meant to create efficient business processes and 

hence lead to the achievement of the ultimate goal of high quality service delivery. 

However, this will require the municipalities to move away from the silo way of 

conducting their business activities to an enterprise wide view. Furthermore, e-

Government has led to the proliferation of information and records. This means 

that the municipalities need to embrace new ways of managing their information 

resources and that can promote a proactive and holistic approach. The hybrid 

systems which the municipalities operate are posing new challenges and slowing 

down processes. This is particularly true where information that is not born digital 

is concerned, since it has to be scanned and digitally born information has to be 

printed out on paper for preservation and re-use purposes. Lack of electronic 

archives is failing the integration of the municipalities’ information resources. The 

current information and records management improvements that the 

municipalities undertake are fragmentary. The research findings confirmed that 

most projects that aimed to improve business processes lacked long-term 

preservation strategies. e-Government researchers recommend a re-engineering of 

business processes and organizational structures and a change in behaviour. As 

discussed in Chapter 3, a lot of research has been generated on the management of 

information and records. There is also some emerging research on the impact 

information culture has on management of information and records. However, 

there seems to be a gap between practice and theory and even if international 

standards have been formulated and embraced, they are not well integrated with 

the municipalities’ information management strategies. 

ECM, like records management, endeavours to help organizations to manage 

their information assets. The biggest difference between the two strategies is that 

while ECM focuses on content that is a broader concept, records management 

focuses on records or the evidence of an organization's business processes. This 

means that through the systematic management of records their evidential value, 

reliability and authenticity are maintained. By focusing on content, ECM ensures 

that the information that falls outside the managed records is also brought into a 

managed environment and leveraged in a manner that supports business activities. 

In the case studies, it was evident that the focus on established records had led to 

the neglect of information that is not considered to be records, such as information 

in the information systems or documents. This could be potential records that is 

information that in certain circumstances could become records, and thus has to be 

treated in a way that fulfils records requirements. Records management therefore 

differs from ECM. As the ECM proponents state in their literature, records 

management has a strong compliance focus towards legislative regimes. From an 

Archives and Information Science perspective, it also serves broader societal 
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objectives such as upholding the two important tenets of democracy namely, 

transparency and accountability. It focuses on the evidentiary value of information. 

So it could be concluded that ECM and records management could be harmonized 

to play a complementary role in an organization. Records management would 

ensure compliance with legislative regimes but also serve the broader societal 

needs, and ECM would manage the content that falls outside the category of 

records.  

The research findings confirmed an overlap between ECM and records 

management. The overlap constituted areas such as: business process 

management; collaboration; change management; repurposing of information; 

knowledge management; system integration; and the lifecycle management of 

information. However, these areas were still underdeveloped and needed further 

improvement. Doing so would create a better functioning information and records 

management infrastructure and hence the municipalities to meet with the new 

information demands.. ECM and records management could and should 

complement each other. Records management would offer the theoretical 

framework that would enable public organizations to fully understand the 

implications their information and records management strategies have on the 

right to access information, transparency, accountability and the maintenance of 

trustworthy records, while ECM would cater for the efficient management of all 

content in the organization and the establishment of a well functioning information 

infrastructure. Even though the Swedish municipalities had started working with 

some of the ECM prescribed factors, they still had much work to do before they 

could be considered as having mature ECM in place.  

 Based on the critical examination of the differences and similarities between 

ECM and records management, it could be concluded that a systems oriented 

solution such as ECM and its prescribed factors could be employed to mitigate the 

current information management challenges. This is because some of the ECM 

prescribed factors were also being undertaken within the information and records 

management framework of the two Swedish municipalities. A typical example of 

such factors is knowledge management which is of paramount importance. In the 

Swedish municipalities officers stayed in the same positions for a very long period 

of time and developed specialized knowledge. This knowledge needs to be 

systematically captured before they go into retirement or leave the organization. In 

the Belgian case where there was a high turn-over of employees, the municipality 

faced the same problem of knowledge management. Furthermore, the fact that the 

records management environment was chaotic made life difficult for new 

employees who spent most of their probation time looking for records.  

Another example is enterprise architecture since the municipalities deployed 

information systems in order to automate their business processes, and to facilitate 
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the management of information. Lack of enterprise architecture impacted the 

decision making processes regarding the procurement of new information systems. 

Enterprise architecture is an issue that needs to be addressed in order to get rid of 

an IT environment with disparate information systems and if meaningful 

investments are to be made in information systems. The ECM factors are relevant 

and should be embraced during information planning.  

The researcher has found little evidence of professional communication and 

discussion on ECM by records managers or archivists and on records management 

by ECM researchers. This is critical because records managers and archivists need 

to understand issues related to information systems and business processes, and 

ECM researchers and practitioners need to understand that records management 

has a role and function beyond compliance. A deeper understanding of both 

strategies by both sides would promote effective information and records 

management that not only focuses on giving organizations a competitive edge, but 

that also takes into consideration the broader societal issues such as societal 

memory and public accountability and transparency. The ideal situation would be 

to combine ECM and records management and hence create Enterprise Content 

and Records Management (ECRM).  

The municipalities had many information systems; a very strong legal 

framework that regulated the management of public records and to a certain 

degree, an understanding of what constitutes effective information management. 

Nevertheless, they still faced enormous challenges which are not only technical but 

organizational and cultural. Some of the information management challenges were 

a result of people issues such as lack of collaboration and hence the exclusion of 

relevant expertise from information planning projects. 

The interviews conducted during the fourth study revealed that the information 

culture espoused by the municipalities affected the manner in which public records 

were created, captured, used, managed and preserved for re-use. Though the 

Swedish municipalities were better off in the management of public records, some 

of the employees acted upon routine and lacked a holistic understanding of why 

they treated public records in the manner they did.  

In the Belgian case, the inadequate information culture profoundly affected the 

management of the entire records continuum. Lack of training courses created lack 

of understanding of the role public records played in the municipality. For the 

highly regulated departments it was of crucial importance to maintain proper 

documentation because of the legal repercussions.  

Since records creation and management has become an issue that involves all 

organizational employees, solutions to the challenges it poses have to involve 

everybody. Despite the fact that information is regarded as a vital resource its 

management is still not as prioritized as the rest of the business processes. 
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Investments in e-Government development will also require investments in the 

training of municipal staff in records management issues. e-Government does not 

only aim to promote transparency, accountability, efficiency but also the 

competency of the employees. The fact that almost everyone now creates records 

does not mean that records management is fully understood. It is not enough to 

put the responsibility of managing information on registrars like the case was in 

the Swedish municipalities. The archivists who were more qualified than the 

registrars were not involved in the active management of information and records 

except for consultative purposes.  

In addressing the question as to how information culture influenced factors that 

contributed to achieving effective records management and a functioning 

information infrastructure, the research findings confirmed that in the Swedish 

case studies, where there were structures in place to manage records, records 

management functioned well to a certain degree. The registry function and the 

central archives played a major role in the capture of most of the public records, 

and they were the structures that promoted transparency and accountability. They 

were also some sort of common repository. The registry was the place where the 

municipal employees automatically looked for records. Therefore, Swedish 

municipal employees’ attitudes also promoted the use of the case and records 

management systems. They did not have personalized systems and considered it 

of paramount importance to send public records for registration. The factors that 

contributed to effective records management such as the records management 

policy, the retention plan and the use of the common systems, made the Swedish 

environment more positive to the management of public records. 

Even though the Swedish municipalities had positive information culture, their 

records management environment also had challenges. The two municipalities 

faced the challenges of; email management, lack of electronic archives, system 

integration, requirements specification during information systems’ procurement 

and the digitization of physical records for quick reference and their integration 

with existing digital information resources. These challenges affected the 

achievement of a proactive and holistic records management environment and a 

well functioning information infrastructure.  

The Belgian laws were very complex and difficult to implement and apart from 

the Public Access and Secrecy Acts, very few officers could specify the laws that 

governed their respective areas of work. This indeed complicated the management 

of records since the officers did not know for how long the records that they 

generated had to be maintained and hence kept everything. There were no 

developed structures to facilitate the management of public records. The 

municipality lacked a fully developed registry, system integration, a records 
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management policy, electronic archives and the creation of personalized systems 

led to the neglect of the common system meant to partly manage public records.  

The challenges that still persist are technical, organizational and cultural. The 

municipalities are in the process of change and are adapting to new circumstances, 

but more needs to be done because behaviour changes slowly and both culture and 

technology carry a legacy that is difficult to deal with. The technical and 

organizational issues have received a lot of attention but the people issues and how 

they exacerbate the management of public records have not received equally as 

much attention.  

All the dimensions of the Records Continuum model demonstrated challenges 

that will have to be addressed if, a proactive and holistic approach to information 

and records management is to be achieved. Dimension one had lots of challenges 

in all the three case studies. The challenges included lack of collaboration, unco-

ordinated information systems procurement procedures and exclusion of the 

relevant expertise. When it came to the second dimension, which is about the 

capture of records, the Swedish municipalities through their registries made a 

good effort to capture some of the public records. Email management however still 

posed problems. The undeveloped registry function in the Belgian case made the 

capture of records insufficient and the privatization of the email boxes meant that 

lots of public records went uncaptured. The third dimension which is to organize 

the records was a challenge in all the three case studies since there was lack of a 

long-term preservation perspective, and lack of digital archives. This was further 

likely to compromise the fourth dimension which is about the pluralization of 

records.  

Oliver’s information culture assessment framework demonstrates the levels of 

information culture that an organization needs, to address in order to develop 

mature information culture. The Swedish municipalities tried to work with the first 

level of the assessment framework even though email management was still 

problematic. The employees showed trust in records and the registry facilitated the 

management of records as a source of knowledge and facilitated information 

sharing. When it came to the second level of the framework, the Swedish 

municipal employees considered themselves to be good at managing public 

records. However, not so many of them had received training in records 

management but public records were being managed as a matter of routine. 

Considering the third level of the framework, the municipalities had a records 

governance model that facilitated the management of public records and the 

employees trusted the information and records management systems. 

In the Belgian case, the information culture assessment framework levels 

indicated weaknesses throughout. Since the municipality had an under developed 

records governance model, it was only those departments that were highly 
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regulated that showed respect for records as evidence. There was no respect for 

records as knowledge and information sharing tools, since personalized systems 

were the norm. At the second level of the framework, the Belgian municipal 

employees lacked records management skills and they therefore did not feel 

motivated to engage in records management. The employees did not trust the 

records management systems. 

A factor that was quite discernible in all the studies was lack of collaboration. 

Even where information culture was rather positive such as in the two Swedish 

case studies, lack of collaboration translated into information management 

challenges such as a disparate IT infrastructure, integration problems due to 

uncoordinated information systems procurement processes and the exclusion of 

the right expertise during the conduct of information planning projects. This was 

discernibly a people issue and was due to lack of understanding of the need to 

plan for, and to manage the entire information and records management 

continuum. Against this backdrop it could be concluded that the neglected people 

issues need to be included in the equation for solving information management 

challenges. According to Davenport’s information models, the Swedish 

municipalities had an information federalism model and the Belgian case had an 

anarchistic information model as demonstrated in table 5 on page 132. All the case 

studies had a techno utopia approach since they deployed information 

management systems to solve their information and records management 

challenges without paying much attention to the people issues. 

To address the overall aim of the research, the studies that have been carried 

out demonstrate that the approaches that were undertaken to improve the 

management of information and records were fragmentary and not enterprise 

wide. Though the Swedish municipal staff were more confident in the 

management of public records, they saw it as a responsibility of the registrars and 

archivists. In Belgium the municipal employees took it upon themselves and 

devised personal structures to manage their records. Both ways translated into 

fragmentary ways of managing information and lack of a proactive and holistic 

approach to information and records management issues.   

The study on the information culture of the municipalities confirmed that 

where the records governance model was robust, there was a better understanding 

for the effective management of public records. The current information landscape 

has become complex and requires the municipal employees to have a deeper 

understanding of the challenges of managing information and records as a 

resource that enhances, efficiency, transparency and accountability. There is need 

for organizations like the municipalities to utilize the accumulated research on 

information and records management and the use of standards to enhance best 

practice and hence improve the management of public information. 
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7.1 Implications for Theory 

This thesis has promoted an understanding of the factors that could lead to a 

proactive and holistic information and records management approach amidst e-

Government development. It has therefore made a contribution to the existing 

body of knowledge on ECM, records management and information culture. The 

concept of ECM in relation to records management has not been fully explored and 

despite the fact that records management is said to be integrated in the ECM 

strategy, there is little discourse on ECM being pursued by records managers or 

archivists. This research therefore contributes to this gap. The researcher has also 

made a contribution by identifying the factors that constitute ECM and hence the 

differences between ECM and records management. The research further 

established that within the information and records management framework that 

the two Swedish cases studies were espousing, there were certain aspects that were 

similar to ECM. Since records management is different from other information 

management approaches, it is crucial that its role in society is well understood so 

that its principles are not compromised. Not much research has been carried out on 

information culture and the management of public records other than Oliver’s 

(2011). The majority of information culture researchers have focused on the 

management of information in general. This research therefore further contributes 

to the small body of research that has so far been carried out on the information 

culture and its impact on the management of public records.  

The framework for assessing information culture related to issues that had 

emerged from the three first studies. These issues included; information sharing, 

lack of a holistic understanding of information management and information 

(information management skills) and systems related issues. The framework was 

therefore quite complimentary and inspired to explore and to tease out the 

different characteristics of information culture in order to be able to draw 

conclusions. This is the greatest strength of the framework. Further, the framework 

could be adjusted to suit the research questions. It is simple and very close to the 

reality of information management challenges in contemporary organizations. The 

only problem is the flexibility it allows the researcher and which can lead to the 

formulation of lots of questions. This in turn generates a lot of data because if a 

researcher is to understand for example the records management skills of an 

employee, a couple of questions have to be formulated in order to identify the 

essential parts of the skills. This is not a big problem but precaution has to be taken 

during the design of the questions to avoid enormous data accumulation. 

Handling enormous data requires good analytical skills in order to extract the 

relevant pieces of data. This research has therefore also contributed to the use of a 

newly established method of assessing information culture. Future research should 
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lead to the framework’s further development since the management of records 

continue to pose challenges. Understanding information culture is crucial as 

organisations continue to endeavour to find solutions to information and records 

management challenges. 

 

7.2 Implications for Policy and Practice 

This research has implications on policy and practice because it has revealed, 

that more work needs to be done by the municipalities when it comes to leveraging 

information in a manner that will enable them to fully engage in e-Government 

development, to leave up to the legal framework that governs public information 

and records and the new information demands. It has also illuminated the 

difference between the two information management approaches and, the role 

information culture plays towards the management of public records. It is 

important for public organizations to choose information approaches that will 

maintain their open governance structures. The following points demonstrate areas 

of weaknesses that still need to be addressed:  

 

 Information and records management needs to be properly 

integrated with the overall business processes and 

investments have to be made in information training 

programs for all municipal employees, in order to create an 

understanding of its role beyond the roles of transparency 

and accountability. 

 

 The integration of information systems has figured out as a 

major problem and it is partly caused by lack of an overview 

of existing information systems. Undertaking enterprise 

architecture ought to solve the issue of disparate 

information systems.  

 

 Information and records need to be managed by skilled 

personnel who understand its entire continuum that is, 

creation, capture, organization, management and 

preservation. The current organizational setting that for 

example excludes the archivists and instead relegates them 

to management of records at the end of the continuum does 

not support a holistic view to information management and 

it has to be addressed especially where the management of 

electronic information is concerned. 
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 The municipalities should build a team of people with 

different competences to specifically focus on information 

and records management challenges because it is no longer 

only a domain for registrars and archivists but a complex 

resource that requires a multidisciplinary approach. 

 

 Knowledge management was in all the three case studies 

still underdeveloped. In order to create learning 

organizations that will meet with the demands of e-

Government development, a system to manage knowledge 

has to be implemented. 

 

 A combination of ECM and RM would mitigate the 

information management challenges. Some of the factors 

similar to the ECM prescribed ones were still 

underdeveloped and therefore need further development. 

 

 Establishing good information culture will require openness 

towards understanding the current complex information 

landscape beyond the routine management of public records 

that most municipal employees were used to. 

 

 The people issues need to be addressed in order to mitigate 

information and records management challenges. 

 

7.3 Reflection on the Research Process, Limitations and 
Recommendations for Future Research  

The overall aim of the research was to establish if the municipalities were 

coping with the new information demands and whether they were embracing a 

proactive and holistic approach to information management amidst e-Government 

development.  This was done by exploring the interface between ECM and records 

management and the impact information culture had on the management of public 

records. 

The research has therefore presented a comprehensive literature review on the 

issues that have been studied, critically examined the differences and similarities 

between ECM and records management and addressed the impact of information 

culture on the management of public records. The research has applied qualitative 
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approaches by using case studies that have been undertaken in three 

municipalities.   

The first phase of the research was conducted in two Swedish municipalities 

and the last phase involved the two Swedish municipalities and a municipality in 

Belgium. Table 6 below shows the studies that the researcher conducted and the 

categories of the informants in all the three case studies: 

Table 6:  Conducted studies and categories of informants. 
The Studies Designation of  

Information and 
records 

No. of  
Participants 

Mode of Interview 

Exploratory study of 
projects directed at 
business process 
improvements. 
(June-October 2009) 

Project Managers 16 participants Interview guide sent 
out by email. 

Explored the concept 
of ECM in relation to 
Records Management  
(May – June 2010) 

Administrative Managers 
and 
Information IT/strategists 

14 administrative 
managers and 3 
information/IT 
strategists from the 
two Swedish 
municipalities.  

-A total of 18 interview 
schedules were sent 
by email. 
-17 responses were 
received. 
The study targeted 
administrative 
managers because 
they can make 
decisions and hence 
institute change and 
because information 
and records 
management issues 
require top 
management support. 

Identified ECM factors 
that were relevant to 
the mitigation of long-
term preservation 
challenges.  
(Sept. – Dec. 2010) 
 

Archivists, system 
administrators, a registrar 
who was involved in a 
project that aimed to 
centralize the registry 
function in municipality B, 
a project manager who 
was responsible for the 
implementation of a case 
and records handling 
system in municipality A, 
web editors and IT 
personnel. 

15 participants A total of 14 interviews 
were conducted face to 
face. The 15

th
 interview 

was answered via 
email. 

Information Culture in 
Three Public 
Administrations in 
Sweden and Belgium. 
(Sept. – Nov. 2012). 

Heads of departments, 
heads of units, architects, 
environmental officers, 
GIS managers, and 
secretaries, building 
permits granting officers, 
an archivist, archives 
assistants, registrars, a 
receptionist and social 
workers.  

 21 participants in 
Belgium and 34 in 
the two Swedish 
municipalities. 

Interview guide sent 
out by email. Face to 
face interviews 
conducted. 

 Total 103 participants  
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The method applied to the research facilitated a deep understanding of the 

challenges in the current information landscape. Conducting interviews brought 

the researcher closer to the real life environments in which information and 

records management took place. This also confirmed what is written on the case 

study approach and its potential in understanding the research phenomenon 

(Creswell, 2007; Patton, 2002; Yin, 2009). The challenge this method posed was the 

enormous amount of data that had to be skilfully managed. After having 

addressed the data issue by reducing it down to manageable quantities, the 

researcher does not regret having undertaken the case study approach. 

This research has had limitations because Enterprise Content Management had 

not been implemented in the two Swedish municipalities where the first three 

studies took place. The ECM component of this research has been informed mainly 

by a comprehensive literature review. However, in the near future it may be 

possible to identify public institutions that have implemented ECM. If this is the 

case, further research in these environments would provide a practical 

complement to this study. The aim of the research has been to gain an 

understanding of a particular phenomenon that is whether proactive and holistic 

approaches were being embraced by the municipalities during the management of 

their information resources. This research therefore contributes to knowledge 

about how effective information management regimes can be achieved and could 

hence be applied in a larger context. Municipalities have the same clientele. They 

vary in size and have varying budgets available for their businesses. These 

differences notwithstanding, the challenges of information management faced by 

the municipalities are those faced by other organizations. As such the findings of 

this research could be generalized or considered as representative for many 

municipalities and hence of value to other organizations.  

Even though a lot of research has been carried out on organizational and 

technical challenges, there is still a paucity of research on information culture in 

relation to records management. The current focus on information systems to solve 

information and records management challenges has led to a neglect of the human 

issues. Yet, according to the research findings, some of the challenges were people 

related. The attitudes and norms affected the entire records management 

continuum.  

Records management has a critical role to play in enhancing transparency and 

accountability, as the core tenants of a democratic society even amidst 

technological advancements. However, systems oriented solutions such ECM 

could lead to a proactive and holistic approach to information management since 

the ECM strategy aims to achieve enterprise wide information management and 

promotes factors that are relevant to the management of records. The archivists 

and records managers also have a major role to play and organizations should 
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facilitate their placement at the beginning of the information and records 

management continuum. Educating people in information management issues is of 

crucial importance in the current information and records environment.  

Future research ought to establish if municipalities embrace research to solve 

their information management challenges and, how research could contribute to an 

improved information and records management environment.  

Furthermore, the current post-custodial records management theories 

particularly the Records Continuum Model (RCM) assume a proactive, holistic and 

integrated approach to records management, but this is not yet the practice like 

this research demonstrates. There exists a disparity between theory and practice 

which motivated an in-depth study of systems and the people.  Progressive 

theoretical frameworks like the RCM must be broken down into usable tools that 

could locally be implemented in organizations. This would facilitate their 

integration into practice. There is need for a platform that will foster theory use 

and practice. Despite accumulated research on information and records 

management, this knowledge is not being used or integrated with the information 

and records management strategies of the municipalities. 
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APPENDIX 1   

 

Interview Guide – Study One  

 

The purpose of this interview schedule is to solicit responses regarding on-going 

projects that are directed at improving business processes 

(verksamhetsutveckling), including the creation of information systems that would 

better the delivery of service to the citizens. 

 

Ownership and Finances 

 

Q.1. Who is responsible for the project and who owns it? 

Q.2. How is the project financed? 

Q.3. What is the role of management in the running of the project?  

(project manager, steering group, reference group and project team?) 

 

Duration 

 

Q.1. For how long is the project planned to go on? 

Q.2. Is the set time span feasible and what happens if the deadline is not met? 

 

Logic behind the Project 

 

Q.1. Why was the project initiated and what are the factors that led to its 

initiation? 

Q.2. Was the decision to undertake the project a political directive or was it 

from within the organization (the administrative unit “förvaltning”)? 

Q.3. How well planned is the project? 

-Was a pre-study carried out before the initiation of the project? 

-Is there a standard that is being followed regarding the running of the project? 

Are there any stovepipes that might hinder the progress of the project? 

 

Project Gains 

 
Q.1. What is the project meant to achieve? 

- What are the savings the commune attains by the implementation of the 

project? 



165 

 

- What impact will the project have on the rest of the organization? 

 

Personnel Involvement 

 

Q.1. Who are the people in the organization that are involved in the project? 

-How have the personnel understood the goals of the project? 

-How will the improvement affect the current personnel in terms of 

rationalization and retrenchment? 

Q.2. What type of competence will the personnel be required to develop? 

- How has competence development been planned for? 

 

Customer Orientation (citizens) 

 

Q.1. What type of customer orientation does the project have? 

- what type of clientele is the project directed at? 

- How have the needs of the customers to which the project is directed been 

analyzed? 

- What is the level of the expected improvement in customer service? 

 

Information Systems 

 

Q.1. How have the current information systems towards service delivery 

worked? 

- Are there integrations with other systems? 

- Are there any outsourced systems and if the answer is yes, what impact do 

they have on the records? 

Q.2. Who is responsible for the system’s development and operation?  

Is there any documentation on the different systems that are part of the 

projects? 

Q.3. Is there any long-term preservation strategy? 

Q.4. How has the issue of meta-data been planned for? 

 

Evaluation 

 

Q.1.When, how and in what ways will the project be evaluated if it has 

achieved the stated goals?  

 

(2009.06.01) 
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              Interview Coding for Study One: 

Table of Participant Codes 

Participant 

Code 

Municipality Role 

A1 A Project manager 

A2 A Project manager 

A3 A Project manager 

A4 A Project manager 

A5 A Project manager 

A6 A Project manager 

A7 A Project manager 

A8 B Project manager 

A9 B Project manager 

A10 B Project manager 

A11 B Project manager 

A12 B Project manager 

A13 B Project manager 

A14 B Project manager 

A15 B Project manager 

A16 B Project manager 
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APPENDIX 2 

      

Interview Guide – Study Two  
 

The purpose of this interview guide is to elicit responses regarding Enterprise 

Content Management (ECM) as a new information management construct. The 

data that will be collected will enable me to establish whether the information 

management strategies that the municipalities are using are the same or similar to 

ECM. The interview will be 45 minutes long and upon consent of the participant, it 

will be recorded. The interviews will only be used for research purposes. 

 

1.0 The management of structured and unstructured information 

 

Enterprise Content Management (ECM) is defined as the technologies used to 

capture, manage, store, preserve and deliver content and documents related to 

organizational processes. ECM tools and strategies allow the management of an 

organization’s unstructured information, wherever that information exists,” 

(Macmillan and Huff, 2009:4). (ECM) is now being used in the private sector to 

manage both structured and unstructured information.  

 

1.1 Have you heard about ECM before? 

1.2 If yes, can you kindly explain to me what your understanding of ECM is? 

1.3 Has ECM been implemented at your unit? If yes, how has it been 

implemented?  If no, are there plans for its implementation? 

 

2.0 ECM is closely linked to business process analysis (Macmillan and Huff, 

2009, Butler Group, 2003). In order to identify relevant information, the 

processes that generate it need to be identified. 

 

2.1 Has your unit ever undertaken a process identification exercise? 

2.2 If so, what processes were identified? 

2.3 How were the personnel involved in the process mapping exercise? 

2.4 What information and recordswere identified based on the process mapping 

exercise? 

2.5 Was the unstructured information identified as important for the 

management of the unit activities? 
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3.0 Information Management Systems and Enterprise Architecture 

 

It is argued in the literature on ECM that the acquisition and operation of 

information systems should be based on Enterprise Architecture in order to 

achieve effective information management through the integration and 

interoperability of the systems, (Butler Group, 2005, Johnson and Ekstedt, 2007). 

 

3.1 Does the municipality have enterprise architecture in order to identify 

technological needs and to facilitate integration and interoperability of systems? 

3.2 What is the procedure for acquisition of information systems in your unit 

acquired? 

3.3 Are issues of integration discussed prior to the acquisition of new systems? 

3.4 How is the IT-unit involved in this process? 

3.5 Do you have a systems co-ordinator at the unit? 

3.6 How are the systems at your unit integrated with the rest of the systems 

within the municipality? 

3.7 How are the information systems aligned with the business requirements of 

your unit? 

3.8 What are the problems posed by stand-alone systems and how has your unit 

dealt with the challenges? 

 

4.0 E-Government and e-services have meant increased transparency, 

accountability and interaction with the citizens through information made 

available via government agencies’ websites (Navarra and Cornford, 2005). 

 

4.1 What is your opinion regarding this statement? 

4.2 To what extent is your unit engaged in e-Government and what e-services 

does it deliver to the citizens? 

4.3 How is the information that is generated by the e-services managed? 

4.4 What are the policies applied to the management of this information? 

4.5 What are the challenges that are posed by the management of this 

information? 

4.6. How does the web-based information match the information that the unit 

offers the general public using other channels such as brochures, the telephone, 

physical interaction with the citizens? 
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5.0 Organizational Changes 

 

5.1 What organizational changes has the municipality undergone in order to 

meet with the current demands of high quality service delivery through the 

effective management of information? 

5.2 How has this affected the organizational structures that existed before the 

changes were undertaken? 

5.3 What improvements have been achieved? 

5.4 Has your unit undertaken any change management? If yes, how was it 

carried out and what did it involve? 

5.5 How was it perceived by the employees and how did you manage it? 

 

6.0 Effective Information Management aims to elevate efficiency, enable 

organizations to meet with compliance and to deliver quality services. These are 

some of the reasons behind the ECM initiative. 

 

6.1. What is your understanding of effective information management? 

6.2. What are the rules and regulations that govern the management of    

information in your unit? 

6.3 To what extent does your unit comply with the rules and regulations that 

government the management of information like the Public Access and Privacy 

Acts? 

6.4 What are the measures that your unit undertakes to meet with compliance 

issues? 

6.5. What measures has your unit put in place to guarantee information 

security? 

6.6 Are the personnel aware of these security measures? 

 

7.0 Collaboration and Information Dissemination 

ECM builds on collaboration and therefore encourages information sharing, 

(MacMillan and Huff, 2009) 

 

7.1 Is information sharing encouraged? 

7.2 How does your unit collaborate around information issues? 

7.3 Is there a culture to share and disseminate information beyond your unit? 

 

8.0 Repurposing of Information 

ECM aims to enable organizations to be able to reuse and evaluate the content in 

their possession in order to become cost effective (Rockley et al, 2003). 
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8.1. How is information re-used or re-purposed? 

8.2. What measures are in place to enable the re-use of information? 

8.3 Has your unit ever undertaken an evaluation of its content? 

 

9.0 Information Overload 

 

9.1 Does your unit experience any information overload? 

9.2 If yes, is the information overload from within the organization or from the 

general public? 

9.3 How does the current information overload affect access to information both 

internally and by the general public?  

 

10.0 Knowledge capture is an important aspect of the ECM strategy and this 

might be of great disadvantage when employees retire or leave.   

 

10.1 How is knowledge captured within your unit? 

10.2 How is it shared? 

 

11.0 Long-term Preservation of Information 

The management of digital information requires long-term strategies if it is to be 

made available over time. The capture of both structured and unstructured digital 

information will pose challenges of dealing with the different formats. 

 

11.1 What is your understanding of the challenges of long-term preservation of 

information in the systems your unit uses? 

11.2 Are the challenges of managing digital information over time discussed 

before the acquisition of the information systems? 

11.3 What policies are in place regarding the long-term preservation of 

information? 

11.4 Is the expertise of the municipal Archivist consulted to ensure that plans 

are instituted to manage information over time, should the information systems 

become obsolete? 

 

(2010.04.01) 
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              Interview Coding for Study Two: 

Table of Participant Codes 

Participant 

Code 

Municipality Role 

P1 A Information/IT Strategist 

P2 A Administrative Manager 

P3 A Information/IT Strategist 

P4 B Administrative Manager 

P5 B Administrative Manager 

P6 B Administrative Manager 

P7 B Administrative Manager 

P8 A Administrative Manager 

P9 A Information/IT Strategist 

P10 A Administrative Manager 

P11 A Administrative Manager 

P12 A Administrative Manager 

P13 A Administrative Manager 

P14 A Administrative Manager 

P15 A Administrative Manager 

P16 A Administrative Manager 
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APPENDIX 3    
   

Interview Guide – Study Three  

 
The purpose of this interview guide is to elicit responses regarding Enterprise 

Content Management (ECM) as a new information management construct and 

long-term preservation of information. The questions are directed at archivists, 

web editors, IT-managers, and system-co-ordinators. The data that will be collected 

will enable me to answer some of my research questions and hence contribute to a 

better understanding of the challenges of digital information management and to 

establish whether ECM factors can mitigate these challenges. The interview will be 

45 minutes long and upon consent of the participant, it will be recorded. The 

interviews will only be used for research purposes. 

 

1.0 The management of structured and unstructured information 

 

Enterprise Content Management (ECM) is defined as the technologies used to 

capture, manage, store, preserve and deliver content and documents related to 

organizational processes. ECM tools and strategies allow the management of an 

organization’s unstructured information, wherever that information exists,” 

(Macmillan and Huff, 2009:4). (ECM) is now being used in the private sector to 

manage both structured and unstructured information.  

 

1.1 Have you heard about ECM before? 

1.2 If yes, can you kindly explain to me what your understanding of ECM is? 

1.3 Do you think that the municipality is using an ECM approach to its 

information management?  If yes, how has it been implemented?  If no, are 

there plans for its implementation? 

 

2.0 ECM is closely linked to business process analysis and enterprise 

architecture (Macmillan and Huff, 2009, Butler Group, 2003). In order to identify 

relevant information, the processes that generate the records need to be 

identified and this is also emphasized by the Technical Report on Work Process 

Analysis for Records ISO/TR 26122 (2008). 

 

2.1 Do you know if the municipality has an Enterprise Architecture? 

2.2 Have you ever undertaken information architecture? 

2.3 If yes, how was it undertaken and if no, are their plans to undertake it? 
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2.4 Has the municipality undertaken business process analysis? 

2.5 How were you involved in business process analysis as a means of 

identifying where records are created across the whole organization? 

2.6 If so, what processes were identified? 

2.7 How were the personnel involved in the process mapping exercise? 

2.8 What information and recordswere identified based on the process mapping 

exercise? 

2.9 Was the unstructured information identified as important for the 

management of the municipal activities? 

 

3.0 Organizational Changes 

 

3.1 What organizational changes has the municipality undergone in order to 

meet with the current demands of high quality service delivery through the 

effective management of information? 

3.2 How have the changes affected the archives? 

3.3. How is the function of the archive supported by top-management? 

3.4 Have you been involved in change management? If yes, how was it carried 

out and what did it involve? 

3.5 How did you perceive it and how do you think the municipality managed 

it? 

 

4.0 Information Overload 

 

4.1 Do you in your role as archivist experience an information overload? 

4.2 If yes, how has information overload affected the archives? 

4.3 Email management and social media are posing challenges to established 

rules of information management. In what ways are you helping your 

municipality to deal with this problem?  

4.4 How aware are personnel of the obligation to manage email correspondence 

and social media? 

4.5 How are emails captured into the archives? 

 

5.0 Effective Information Management aims to elevate efficiency, enable 

organizations to meet with compliance and to deliver quality services. These are 

some of the reasons behind an ECM initiative. 

 

5.1 What is your understanding of effective information management? 

5.2 What are the rules and regulations that govern the management of 

information in the municipality? 
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5.3 To what extent does the municipality comply with the rules and regulations 

that govern the management of public information? 

5.4 What are the measures that you undertake as an archivist to ensure 

compliance? 

5.5 What measures has the archives section undertaken to guarantee 

information security? 

5.6 Are the personnel aware of these security measures? 

5.7 Are the personnel aware of the legal framework governing public records? 

 

6.0 Long-term Preservation of Information 

 

The management of digital information requires long-term strategies if it is to be 

made available over time. The capture of both structured and unstructured digital 

information will pose challenges of dealing with the different formats. 

 

6.1 What is your understanding of the challenges of long-term preservation of 

information in the systems the municipality uses? 

6.2 What is your understanding of long-term preservation of information in 

systems outside the archival unit? Do you as an archivist know anything or are 

you consulted about long-term preservation of records and information in 

business systems like the personnel and finance systems? 

6.3 Are the challenges of managing digital information over time discussed 

before the acquisition of the information systems? 

6.4 How has the implementation of the Case and Document handling system 

affected the archives? 

6.5 What are the problems posed by stand-alone systems and how has your unit 

dealt with the challenges? 

6.6 What policies are in place regarding the long-term preservation of 

information? 

6.7 Is the expertise of the municipal archivist consulted to ensure that plans are 

instituted to manage information over time before the information systems 

become obsolete? 

 

7.0 Storage repositories responsible for preserving electronic records for a long 

time face two major challenges: the limited useful life of digital storage media 

and constantly changing digital technology (Dollar 2000:45). 

 

7.1 What measures has the municipality undertaken to deal with the problem of 

limited life time of digital storage media and the constantly changing digital 

technology? 
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7.2 What challenges does the possession of many systems per unit pose to the 

long-term preservation of information? What steps is the municipality taking to 

deal with the problem? 

 

(2010.11.01) 

 

         Interview Coding for Study Three: 

 

Table of Participant Codes 

Participant Code Municipality Role 

E1 A Project Manager 

E2 B Officer 

E3 A Officer 

E4 B Officer 

E5 A Administrative Manager 

E6 A Officer 

E7 B Officer 

E8 B IT Manager 

E9 A Officer 

E10 A IT Manager 

E11 B Officer 

E12 B Officer 

E13 B Officer 

E14 A Officer 

E15 A Officer 
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 APPENDIX 4 

Interview Guide – Study Four  
 

 
The purpose of this interview schedule is to elicit responses regarding information 

culture in relation to records management in municipalities A, B and C. The 

questions are directed at different categories of personnel. Information culture and 

the way it influences records management is an area that has not been explored. In 

2010, Douglas defined information culture as: “an emerging complex system of 

values, attitudes and behaviours that influence how information is used in an 

organization. Information culture exists in the context of and is influenced by an 

organizational culture and the wider environment” (Douglas, 2010:388).  The 

collected data will enable me to answer my research questions and hence 

contribute to a better understanding of how information culture impacts the 

management of public records. The interview will be 45 minutes long and upon 

consent of the participant, it will be recorded. According to research on 

information culture (Oliver, 2011, Douglas, 2010, Choo et al. 2008) attitudes, norms 

and values impact the way records are handled in an organization. This is what 

constitutes an information culture espoused by an organization. This research 

applies Oliver’s (2011) framework for assessment of information culture in 

organizations. The framework constitutes three levels:  

 

Level 1 is the fundamental layer of an organization’s culture and it includes, 

respect for information as evidence, respect for information as knowledge, 

willingness to share information and trust in information. 

 

Level 2 addresses employee skills, knowledge and experience related to 

information management. 

 

Level 3 is about information governance and trust in organizational information 

systems. 

 

 

Level One Respect for records as evidence, Respect for information as 

knowledge, willingness to share information and Trust in 

Information.  

1. Is the management of records prioritized and integrated 

in the business processes? If yes, how is this done? 

2. Are there professional staff employed to undertake 



177 

 

records management? 

3. What function does the records management staff have 

in the organization? What type of responsibilities do 

they have and do you have contact with them and if the 

answer is yes, for what? 

4. Are you actively informed about the way you should 

handle public records? If the answer is yes, is it 

management or the records professionals that inform 

you? Is this something positive or negative to your 

work? 

5. Do you consider records management to be part of your 

responsibilities? 

6. Are you aware of the laws governing the records that 

you receive or produce?  

7. Do you think these laws are necessary? If yes, explain 

why. 

8. Does the municipality leave up to these laws? 

9. Are there common systems to facilitate the use of each 

other’s records? 

10. Do you reuse and trust the records?  

11. Are there any significant barriers to re-use such as 

insufficient access to information systems? 

12. How do you retrieve records and what retrieval methods 

do you use?  

13. What efforts are put into the effective capture, 

organization and management of records?   

14. Does the municipality have records management 

systems where records are preserved with metadata? 
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Level Two  Skills, knowledge and experience related to records 

management, which can be acquired and/or extended in the 

workplace: 

 

1. What is your understanding of records management? 

What does it involve? 

2. Do you receive training in records management? 

3. Is training in records management considered important 

by management? 

4. How do you perceive your records management skills to 

be?  

5. How do you think the way you handle records affects 

they are preserved? 

 

6. What are the consequences of bad records management? 

 

7. Are international standards applied to the management 

of records in the organization? 

 

8. Does your unit meet to discuss and plan the 

management of records and is there collaboration among 

unit members? 

 

Level Three Records Governance Model and Trust in organizational 

systems. The records governance model is reflected in the 

degree of coherence of the overall records architecture (Oliver, 

2011). Oliver (2011) makes reference to Davenport’s (1997) 

different information models that can be found in organizations 

and these include information federalism, information feudalism, 

information monarchy, information anarchy and technocratic 

utopia. Trust in organizational systems is about the employees 

trust in in-house records management systems. 

 



179 

 

1. How does management deal with records 

management? 

2. Does management expressly demand that you handle 

public records according to the laws governing it? 

3. Is there a records management policy? 

4. Are there records management schedules? 

5. Are they adhered to? 

6. What challenges does the organization face in 

maintaining records based on best practice? 

7. How are records management challenges resolved in 

the organization? 

8. Do you use the information systems put in place to 

manage records? 

9. Are records withheld from systems? 

 
(2012.08.30) 

Interview Coding for Study Four: Information Culture 

 

            Municipality A: 

 

No. Title Code Name 

1 Officer  1  A1 

2. Officer  2  A2 

3. Officer  3  A3 

4. Officer  4  A4 

5. Officer  5  A5 

6. Officer  6  A6 

7. Officer  7  A7 

8. Officer  8  A8 

9. Officer  9  A9 

10. Officer 10  A10 
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11. Unit Head 1  A11 

12 Unit Head 2  A12 

13. Unit Head 3  A13 

14. Unit Head 4  A14 

15. Unit Head 5  A15 

16. Unit Head 6  A16 

17. Unit Head 7  A17 

 

 

            Municipality B: 

 

No. Title Code Name 

1 Officer 1  B1 

2. Officer 2  B2 

3. Officer 3  B3 

4. Officer 4  B4 

5. Officer 5  B5 

6. Officer 6  B6 

7. Officer 7  B7 

8. Officer 8  B8 

9. Officer 9  B9 

10. Unit Head 1  B10 

11. Unit Head 2  B11 

12. Unit Head 3  B12 

13. Unit Head 4  B13 

14. Unit Head 5  B14 

15. Unit Head 6  B15 

16. Unit Head 7  B16 

17. Unit Head 8  B17 

18. Dept. Head 9  B18 
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     Municipality C: 

 

No. Title Code Name 

1 Officer  1  C1 

2. Officer  2  C2 

3. Officer  3  C3 

4. Officer  4  C4 

5. Officer  5   C5 

6. Officer  6  C6 

7. Officer  7  C7 

8. Officer  8  C8 

9. Officer  9  C9 

10. Officer  10  C10 

11. Officer  11  C11 

12. Officer 12   C12 

13. Officer 13  C13 

14. Officer 14   C14 

15. Officer 15  C15 

16. Officer 16  C16 

17. Unit Head 1  C17 

18. Unit Head 2  C18 

19. Unit Head 3  C19 

20. Head  1  C20 

21. Head  2  C21 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


