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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 



13 

 

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 
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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. 


