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CHAPTER 7.  DISCUSSION AND CONCLUSION   

 As discussed in Chapter 1, the current information management landscape will 

require the municipalities to adopt new strategies in order to effectively manage 

information and records as a resource meant to serve business and the general 

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

with the new information demands and whether they were embracing a proactive 

and holistic approach amidst e-Government development. This has been achieved 

by identifying research related to the issues that this thesis has explored, critically 

examining the interface between a systems oriented solution such as Enterprise 

Content Management (ECM) and records management, and by establishing the 

impact information culture has on the management of public records. The 

following questions have been answered: 

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

thesis? 

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

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

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

management? 

(b) Could the information and records management strategies being 

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

similar to ECM? 

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

the implementation of a holistic and proactive approach?  

 

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

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

effective records management and a functioning information 

infrastructure?  

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

organization and pluralization of public records? 
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e-Government development has at its core the effective use of information 

technology and information. It is meant to create efficient business processes and 

hence lead to the achievement of the ultimate goal of high quality service delivery. 

However, this will require the municipalities to move away from the silo way of 

conducting their business activities to an enterprise wide view. Furthermore, e-

Government has led to the proliferation of information and records. This means 

that the municipalities need to embrace new ways of managing their information 

resources and that can promote a proactive and holistic approach. The hybrid 

systems which the municipalities operate are posing new challenges and slowing 

down processes. This is particularly true where information that is not born digital 

is concerned, since it has to be scanned and digitally born information has to be 

printed out on paper for preservation and re-use purposes. Lack of electronic 

archives is failing the integration of the municipalities’ information resources. The 

current information and records management improvements that the 

municipalities undertake are fragmentary. The research findings confirmed that 

most projects that aimed to improve business processes lacked long-term 

preservation strategies. e-Government researchers recommend a re-engineering of 

business processes and organizational structures and a change in behaviour. As 

discussed in Chapter 3, a lot of research has been generated on the management of 

information and records. There is also some emerging research on the impact 

information culture has on management of information and records. However, 

there seems to be a gap between practice and theory and even if international 

standards have been formulated and embraced, they are not well integrated with 

the municipalities’ information management strategies. 

ECM, like records management, endeavours to help organizations to manage 

their information assets. The biggest difference between the two strategies is that 

while ECM focuses on content that is a broader concept, records management 

focuses on records or the evidence of an organization's business processes. This 

means that through the systematic management of records their evidential value, 

reliability and authenticity are maintained. By focusing on content, ECM ensures 

that the information that falls outside the managed records is also brought into a 

managed environment and leveraged in a manner that supports business activities. 

In the case studies, it was evident that the focus on established records had led to 

the neglect of information that is not considered to be records, such as information 

in the information systems or documents. This could be potential records that is 

information that in certain circumstances could become records, and thus has to be 

treated in a way that fulfils records requirements. Records management therefore 

differs from ECM. As the ECM proponents state in their literature, records 

management has a strong compliance focus towards legislative regimes. From an 

Archives and Information Science perspective, it also serves broader societal 
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objectives such as upholding the two important tenets of democracy namely, 

transparency and accountability. It focuses on the evidentiary value of information. 

So it could be concluded that ECM and records management could be harmonized 

to play a complementary role in an organization. Records management would 

ensure compliance with legislative regimes but also serve the broader societal 

needs, and ECM would manage the content that falls outside the category of 

records.  

The research findings confirmed an overlap between ECM and records 

management. The overlap constituted areas such as: business process 

management; collaboration; change management; repurposing of information; 

knowledge management; system integration; and the lifecycle management of 

information. However, these areas were still underdeveloped and needed further 

improvement. Doing so would create a better functioning information and records 

management infrastructure and hence the municipalities to meet with the new 

information demands.. ECM and records management could and should 

complement each other. Records management would offer the theoretical 

framework that would enable public organizations to fully understand the 

implications their information and records management strategies have on the 

right to access information, transparency, accountability and the maintenance of 

trustworthy records, while ECM would cater for the efficient management of all 

content in the organization and the establishment of a well functioning information 

infrastructure. Even though the Swedish municipalities had started working with 

some of the ECM prescribed factors, they still had much work to do before they 

could be considered as having mature ECM in place.  

 Based on the critical examination of the differences and similarities between 

ECM and records management, it could be concluded that a systems oriented 

solution such as ECM and its prescribed factors could be employed to mitigate the 

current information management challenges. This is because some of the ECM 

prescribed factors were also being undertaken within the information and records 

management framework of the two Swedish municipalities. A typical example of 

such factors is knowledge management which is of paramount importance. In the 

Swedish municipalities officers stayed in the same positions for a very long period 

of time and developed specialized knowledge. This knowledge needs to be 

systematically captured before they go into retirement or leave the organization. In 

the Belgian case where there was a high turn-over of employees, the municipality 

faced the same problem of knowledge management. Furthermore, the fact that the 

records management environment was chaotic made life difficult for new 

employees who spent most of their probation time looking for records.  

Another example is enterprise architecture since the municipalities deployed 

information systems in order to automate their business processes, and to facilitate 
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the management of information. Lack of enterprise architecture impacted the 

decision making processes regarding the procurement of new information systems. 

Enterprise architecture is an issue that needs to be addressed in order to get rid of 

an IT environment with disparate information systems and if meaningful 

investments are to be made in information systems. The ECM factors are relevant 

and should be embraced during information planning.  

The researcher has found little evidence of professional communication and 

discussion on ECM by records managers or archivists and on records management 

by ECM researchers. This is critical because records managers and archivists need 

to understand issues related to information systems and business processes, and 

ECM researchers and practitioners need to understand that records management 

has a role and function beyond compliance. A deeper understanding of both 

strategies by both sides would promote effective information and records 

management that not only focuses on giving organizations a competitive edge, but 

that also takes into consideration the broader societal issues such as societal 

memory and public accountability and transparency. The ideal situation would be 

to combine ECM and records management and hence create Enterprise Content 

and Records Management (ECRM).  

The municipalities had many information systems; a very strong legal 

framework that regulated the management of public records and to a certain 

degree, an understanding of what constitutes effective information management. 

Nevertheless, they still faced enormous challenges which are not only technical but 

organizational and cultural. Some of the information management challenges were 

a result of people issues such as lack of collaboration and hence the exclusion of 

relevant expertise from information planning projects. 

The interviews conducted during the fourth study revealed that the information 

culture espoused by the municipalities affected the manner in which public records 

were created, captured, used, managed and preserved for re-use. Though the 

Swedish municipalities were better off in the management of public records, some 

of the employees acted upon routine and lacked a holistic understanding of why 

they treated public records in the manner they did.  

In the Belgian case, the inadequate information culture profoundly affected the 

management of the entire records continuum. Lack of training courses created lack 

of understanding of the role public records played in the municipality. For the 

highly regulated departments it was of crucial importance to maintain proper 

documentation because of the legal repercussions.  

Since records creation and management has become an issue that involves all 

organizational employees, solutions to the challenges it poses have to involve 

everybody. Despite the fact that information is regarded as a vital resource its 

management is still not as prioritized as the rest of the business processes. 
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Investments in e-Government development will also require investments in the 

training of municipal staff in records management issues. e-Government does not 

only aim to promote transparency, accountability, efficiency but also the 

competency of the employees. The fact that almost everyone now creates records 

does not mean that records management is fully understood. It is not enough to 

put the responsibility of managing information on registrars like the case was in 

the Swedish municipalities. The archivists who were more qualified than the 

registrars were not involved in the active management of information and records 

except for consultative purposes.  

In addressing the question as to how information culture influenced factors that 

contributed to achieving effective records management and a functioning 

information infrastructure, the research findings confirmed that in the Swedish 

case studies, where there were structures in place to manage records, records 

management functioned well to a certain degree. The registry function and the 

central archives played a major role in the capture of most of the public records, 

and they were the structures that promoted transparency and accountability. They 

were also some sort of common repository. The registry was the place where the 

municipal employees automatically looked for records. Therefore, Swedish 

municipal employees’ attitudes also promoted the use of the case and records 

management systems. They did not have personalized systems and considered it 

of paramount importance to send public records for registration. The factors that 

contributed to effective records management such as the records management 

policy, the retention plan and the use of the common systems, made the Swedish 

environment more positive to the management of public records. 

Even though the Swedish municipalities had positive information culture, their 

records management environment also had challenges. The two municipalities 

faced the challenges of; email management, lack of electronic archives, system 

integration, requirements specification during information systems’ procurement 

and the digitization of physical records for quick reference and their integration 

with existing digital information resources. These challenges affected the 

achievement of a proactive and holistic records management environment and a 

well functioning information infrastructure.  

The Belgian laws were very complex and difficult to implement and apart from 

the Public Access and Secrecy Acts, very few officers could specify the laws that 

governed their respective areas of work. This indeed complicated the management 

of records since the officers did not know for how long the records that they 

generated had to be maintained and hence kept everything. There were no 

developed structures to facilitate the management of public records. The 

municipality lacked a fully developed registry, system integration, a records 
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management policy, electronic archives and the creation of personalized systems 

led to the neglect of the common system meant to partly manage public records.  

The challenges that still persist are technical, organizational and cultural. The 

municipalities are in the process of change and are adapting to new circumstances, 

but more needs to be done because behaviour changes slowly and both culture and 

technology carry a legacy that is difficult to deal with. The technical and 

organizational issues have received a lot of attention but the people issues and how 

they exacerbate the management of public records have not received equally as 

much attention.  

All the dimensions of the Records Continuum model demonstrated challenges 

that will have to be addressed if, a proactive and holistic approach to information 

and records management is to be achieved. Dimension one had lots of challenges 

in all the three case studies. The challenges included lack of collaboration, unco-

ordinated information systems procurement procedures and exclusion of the 

relevant expertise. When it came to the second dimension, which is about the 

capture of records, the Swedish municipalities through their registries made a 

good effort to capture some of the public records. Email management however still 

posed problems. The undeveloped registry function in the Belgian case made the 

capture of records insufficient and the privatization of the email boxes meant that 

lots of public records went uncaptured. The third dimension which is to organize 

the records was a challenge in all the three case studies since there was lack of a 

long-term preservation perspective, and lack of digital archives. This was further 

likely to compromise the fourth dimension which is about the pluralization of 

records.  

Oliver’s information culture assessment framework demonstrates the levels of 

information culture that an organization needs, to address in order to develop 

mature information culture. The Swedish municipalities tried to work with the first 

level of the assessment framework even though email management was still 

problematic. The employees showed trust in records and the registry facilitated the 

management of records as a source of knowledge and facilitated information 

sharing. When it came to the second level of the framework, the Swedish 

municipal employees considered themselves to be good at managing public 

records. However, not so many of them had received training in records 

management but public records were being managed as a matter of routine. 

Considering the third level of the framework, the municipalities had a records 

governance model that facilitated the management of public records and the 

employees trusted the information and records management systems. 

In the Belgian case, the information culture assessment framework levels 

indicated weaknesses throughout. Since the municipality had an under developed 

records governance model, it was only those departments that were highly 
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regulated that showed respect for records as evidence. There was no respect for 

records as knowledge and information sharing tools, since personalized systems 

were the norm. At the second level of the framework, the Belgian municipal 

employees lacked records management skills and they therefore did not feel 

motivated to engage in records management. The employees did not trust the 

records management systems. 

A factor that was quite discernible in all the studies was lack of collaboration. 

Even where information culture was rather positive such as in the two Swedish 

case studies, lack of collaboration translated into information management 

challenges such as a disparate IT infrastructure, integration problems due to 

uncoordinated information systems procurement processes and the exclusion of 

the right expertise during the conduct of information planning projects. This was 

discernibly a people issue and was due to lack of understanding of the need to 

plan for, and to manage the entire information and records management 

continuum. Against this backdrop it could be concluded that the neglected people 

issues need to be included in the equation for solving information management 

challenges. According to Davenport’s information models, the Swedish 

municipalities had an information federalism model and the Belgian case had an 

anarchistic information model as demonstrated in table 5 on page 132. All the case 

studies had a techno utopia approach since they deployed information 

management systems to solve their information and records management 

challenges without paying much attention to the people issues. 

To address the overall aim of the research, the studies that have been carried 

out demonstrate that the approaches that were undertaken to improve the 

management of information and records were fragmentary and not enterprise 

wide. Though the Swedish municipal staff were more confident in the 

management of public records, they saw it as a responsibility of the registrars and 

archivists. In Belgium the municipal employees took it upon themselves and 

devised personal structures to manage their records. Both ways translated into 

fragmentary ways of managing information and lack of a proactive and holistic 

approach to information and records management issues.   

The study on the information culture of the municipalities confirmed that 

where the records governance model was robust, there was a better understanding 

for the effective management of public records. The current information landscape 

has become complex and requires the municipal employees to have a deeper 

understanding of the challenges of managing information and records as a 

resource that enhances, efficiency, transparency and accountability. There is need 

for organizations like the municipalities to utilize the accumulated research on 

information and records management and the use of standards to enhance best 

practice and hence improve the management of public information. 
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7.1 Implications for Theory 

This thesis has promoted an understanding of the factors that could lead to a 

proactive and holistic information and records management approach amidst e-

Government development. It has therefore made a contribution to the existing 

body of knowledge on ECM, records management and information culture. The 

concept of ECM in relation to records management has not been fully explored and 

despite the fact that records management is said to be integrated in the ECM 

strategy, there is little discourse on ECM being pursued by records managers or 

archivists. This research therefore contributes to this gap. The researcher has also 

made a contribution by identifying the factors that constitute ECM and hence the 

differences between ECM and records management. The research further 

established that within the information and records management framework that 

the two Swedish cases studies were espousing, there were certain aspects that were 

similar to ECM. Since records management is different from other information 

management approaches, it is crucial that its role in society is well understood so 

that its principles are not compromised. Not much research has been carried out on 

information culture and the management of public records other than Oliver’s 

(2011). The majority of information culture researchers have focused on the 

management of information in general. This research therefore further contributes 

to the small body of research that has so far been carried out on the information 

culture and its impact on the management of public records.  

The framework for assessing information culture related to issues that had 

emerged from the three first studies. These issues included; information sharing, 

lack of a holistic understanding of information management and information 

(information management skills) and systems related issues. The framework was 

therefore quite complimentary and inspired to explore and to tease out the 

different characteristics of information culture in order to be able to draw 

conclusions. This is the greatest strength of the framework. Further, the framework 

could be adjusted to suit the research questions. It is simple and very close to the 

reality of information management challenges in contemporary organizations. The 

only problem is the flexibility it allows the researcher and which can lead to the 

formulation of lots of questions. This in turn generates a lot of data because if a 

researcher is to understand for example the records management skills of an 

employee, a couple of questions have to be formulated in order to identify the 

essential parts of the skills. This is not a big problem but precaution has to be taken 

during the design of the questions to avoid enormous data accumulation. 

Handling enormous data requires good analytical skills in order to extract the 

relevant pieces of data. This research has therefore also contributed to the use of a 

newly established method of assessing information culture. Future research should 
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lead to the framework’s further development since the management of records 

continue to pose challenges. Understanding information culture is crucial as 

organisations continue to endeavour to find solutions to information and records 

management challenges. 

 

7.2 Implications for Policy and Practice 

This research has implications on policy and practice because it has revealed, 

that more work needs to be done by the municipalities when it comes to leveraging 

information in a manner that will enable them to fully engage in e-Government 

development, to leave up to the legal framework that governs public information 

and records and the new information demands. It has also illuminated the 

difference between the two information management approaches and, the role 

information culture plays towards the management of public records. It is 

important for public organizations to choose information approaches that will 

maintain their open governance structures. The following points demonstrate areas 

of weaknesses that still need to be addressed:  

 

 Information and records management needs to be properly 

integrated with the overall business processes and 

investments have to be made in information training 

programs for all municipal employees, in order to create an 

understanding of its role beyond the roles of transparency 

and accountability. 

 

 The integration of information systems has figured out as a 

major problem and it is partly caused by lack of an overview 

of existing information systems. Undertaking enterprise 

architecture ought to solve the issue of disparate 

information systems.  

 

 Information and records need to be managed by skilled 

personnel who understand its entire continuum that is, 

creation, capture, organization, management and 

preservation. The current organizational setting that for 

example excludes the archivists and instead relegates them 

to management of records at the end of the continuum does 

not support a holistic view to information management and 

it has to be addressed especially where the management of 

electronic information is concerned. 
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 The municipalities should build a team of people with 

different competences to specifically focus on information 

and records management challenges because it is no longer 

only a domain for registrars and archivists but a complex 

resource that requires a multidisciplinary approach. 

 

 Knowledge management was in all the three case studies 

still underdeveloped. In order to create learning 

organizations that will meet with the demands of e-

Government development, a system to manage knowledge 

has to be implemented. 

 

 A combination of ECM and RM would mitigate the 

information management challenges. Some of the factors 

similar to the ECM prescribed ones were still 

underdeveloped and therefore need further development. 

 

 Establishing good information culture will require openness 

towards understanding the current complex information 

landscape beyond the routine management of public records 

that most municipal employees were used to. 

 

 The people issues need to be addressed in order to mitigate 

information and records management challenges. 

 

7.3 Reflection on the Research Process, Limitations and 
Recommendations for Future Research  

The overall aim of the research was to establish if the municipalities were 

coping with the new information demands and whether they were embracing a 

proactive and holistic approach to information management amidst e-Government 

development.  This was done by exploring the interface between ECM and records 

management and the impact information culture had on the management of public 

records. 

The research has therefore presented a comprehensive literature review on the 

issues that have been studied, critically examined the differences and similarities 

between ECM and records management and addressed the impact of information 

culture on the management of public records. The research has applied qualitative 
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approaches by using case studies that have been undertaken in three 

municipalities.   

The first phase of the research was conducted in two Swedish municipalities 

and the last phase involved the two Swedish municipalities and a municipality in 

Belgium. Table 6 below shows the studies that the researcher conducted and the 

categories of the informants in all the three case studies: 

Table 6:  Conducted studies and categories of informants. 
The Studies Designation of  

Information and 
records 

No. of  
Participants 

Mode of Interview 

Exploratory study of 
projects directed at 
business process 
improvements. 
(June-October 2009) 

Project Managers 16 participants Interview guide sent 
out by email. 

Explored the concept 
of ECM in relation to 
Records Management  
(May – June 2010) 

Administrative Managers 
and 
Information IT/strategists 

14 administrative 
managers and 3 
information/IT 
strategists from the 
two Swedish 
municipalities.  

-A total of 18 interview 
schedules were sent 
by email. 
-17 responses were 
received. 
The study targeted 
administrative 
managers because 
they can make 
decisions and hence 
institute change and 
because information 
and records 
management issues 
require top 
management support. 

Identified ECM factors 
that were relevant to 
the mitigation of long-
term preservation 
challenges.  
(Sept. – Dec. 2010) 
 

Archivists, system 
administrators, a registrar 
who was involved in a 
project that aimed to 
centralize the registry 
function in municipality B, 
a project manager who 
was responsible for the 
implementation of a case 
and records handling 
system in municipality A, 
web editors and IT 
personnel. 

15 participants A total of 14 interviews 
were conducted face to 
face. The 15

th
 interview 

was answered via 
email. 

Information Culture in 
Three Public 
Administrations in 
Sweden and Belgium. 
(Sept. – Nov. 2012). 

Heads of departments, 
heads of units, architects, 
environmental officers, 
GIS managers, and 
secretaries, building 
permits granting officers, 
an archivist, archives 
assistants, registrars, a 
receptionist and social 
workers.  

 21 participants in 
Belgium and 34 in 
the two Swedish 
municipalities. 

Interview guide sent 
out by email. Face to 
face interviews 
conducted. 

 Total 103 participants  

 



145 

 

The method applied to the research facilitated a deep understanding of the 

challenges in the current information landscape. Conducting interviews brought 

the researcher closer to the real life environments in which information and 

records management took place. This also confirmed what is written on the case 

study approach and its potential in understanding the research phenomenon 

(Creswell, 2007; Patton, 2002; Yin, 2009). The challenge this method posed was the 

enormous amount of data that had to be skilfully managed. After having 

addressed the data issue by reducing it down to manageable quantities, the 

researcher does not regret having undertaken the case study approach. 

This research has had limitations because Enterprise Content Management had 

not been implemented in the two Swedish municipalities where the first three 

studies took place. The ECM component of this research has been informed mainly 

by a comprehensive literature review. However, in the near future it may be 

possible to identify public institutions that have implemented ECM. If this is the 

case, further research in these environments would provide a practical 

complement to this study. The aim of the research has been to gain an 

understanding of a particular phenomenon that is whether proactive and holistic 

approaches were being embraced by the municipalities during the management of 

their information resources. This research therefore contributes to knowledge 

about how effective information management regimes can be achieved and could 

hence be applied in a larger context. Municipalities have the same clientele. They 

vary in size and have varying budgets available for their businesses. These 

differences notwithstanding, the challenges of information management faced by 

the municipalities are those faced by other organizations. As such the findings of 

this research could be generalized or considered as representative for many 

municipalities and hence of value to other organizations.  

Even though a lot of research has been carried out on organizational and 

technical challenges, there is still a paucity of research on information culture in 

relation to records management. The current focus on information systems to solve 

information and records management challenges has led to a neglect of the human 

issues. Yet, according to the research findings, some of the challenges were people 

related. The attitudes and norms affected the entire records management 

continuum.  

Records management has a critical role to play in enhancing transparency and 

accountability, as the core tenants of a democratic society even amidst 

technological advancements. However, systems oriented solutions such ECM 

could lead to a proactive and holistic approach to information management since 

the ECM strategy aims to achieve enterprise wide information management and 

promotes factors that are relevant to the management of records. The archivists 

and records managers also have a major role to play and organizations should 
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facilitate their placement at the beginning of the information and records 

management continuum. Educating people in information management issues is of 

crucial importance in the current information and records environment.  

Future research ought to establish if municipalities embrace research to solve 

their information management challenges and, how research could contribute to an 

improved information and records management environment.  

Furthermore, the current post-custodial records management theories 

particularly the Records Continuum Model (RCM) assume a proactive, holistic and 

integrated approach to records management, but this is not yet the practice like 

this research demonstrates. There exists a disparity between theory and practice 

which motivated an in-depth study of systems and the people.  Progressive 

theoretical frameworks like the RCM must be broken down into usable tools that 

could locally be implemented in organizations. This would facilitate their 

integration into practice. There is need for a platform that will foster theory use 

and practice. Despite accumulated research on information and records 

management, this knowledge is not being used or integrated with the information 

and records management strategies of the municipalities. 
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