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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. 
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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. 

 

 

 


