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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. 


