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SUMMARY

Effective management of electronic records (MER) facilitates implementation of e-
government. While studies have been carried out on management of records in Kenya,
none of these studies has focused on MER in support of e-government implementation
in Kenya. To address the knowledge gap, the current study sought to establish the

current state regarding MER in support of e-government in Kenya.

The study investigated how MER supported e-government in Kenya with a view to
develop a best-practice framework for MER in support of e-government. The specific
objectives of the study were to: ascertain current status of MER in government
ministries in Kenya; determine the current level of e-government utilization; establish the
effectiveness of existing practices for MER in supporting e-government; identify
challenges faced by ministries in MER that could impact on implementation of e-
government; propose recommendations that could improve MER in ministries to
support e-government effectiveness and develop a framework for MER in support of

e-government.

The theoretical framework was the European Commission’s (2001) Model
Requirements for Electronic Records Management (MoReq) and the United Nation’s

(2001) five-stage e-government maturity model.

The study was anchored on the interpretive research paradigm and adopted qualitative
research methodology using phenomenological design. The study sample consisted of
52 respondents drawn from eighteen government ministries, the Kenya ICT Authority

(ICTA), the Kenya National Archives and Documentation Service (KNADS) and five e-



government service areas. Maximum variation sampling technique was used. Data was

collected through face-face interviews and analysed using thematic analysis.

The findings established that: the general status of MER in government ministries is
inadequately positioned to support e-government; utilization of e-government in Kenya
had grown significantly and more ministries were adopting e-government services;
although some initiatives have been undertaken to enhance MER, the existing practices
for MER require improvement to ensure they adequately support e-government; there
exists several challenges in the MER that impact on implementation of e-government.
The study concluded that the current practices for managing electronic records in

support of e-government implementation were not adequate.

Recommendations and a best-practise framework for managing electronic records in
support of e-government have been provided. Suggestions for further research are

provided.

Keywords: Kenya; records management; electronic records; management of electronic
records; electronic records management; e-government; e-government maturity.
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CHAPTER ONE
INTRODUCTION AND BACKGROUND TO THE STUDY

1.0 INTRODUCTION

This chapter presents the introduction and background to the study. It presents the
background to the statement of the problem, the purpose of the study, objectives,
research questions and assumptions. The chapter also presents the justification and
significance of the study as well as the study’s originality, scope, limitations, ethical

considerations and outline of the thesis.

1.1 RECORDS AND RECORDS MANAGEMENT

This section discusses the concepts of records and records management to help
contextualise the study. Management of electronic records is a subset of records
management. An understanding of the meaning of records and records management is
therefore important to provide a baseline understanding of the subject of the research.
1.1.1 Record

An understanding of records management starts with appreciating what a record is.
According to Natasha (2014), the term record is defined in at least ninety 1SO
standards. Many other agencies and authors have also provided definitions for the term

record. Among the various definitions of records are:



A record is 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 (ISO 15489:2001).

A record is a document, data, set of data that is created or received in the course
of an organization’s business that is maintained as evidence of an organization’s

activity (Ohio State University 2011).

“‘Records” include all books, papers, maps, photographs, machine readable
materials, or other documentary materials, regardless of physical form or
characteristics, made or received by an agency of the United States Government
under Federal law or in connection with the transaction of public business and
preserved or appropriate for preservation by that agency or its legitimate
successor as evidence of the organization, functions, policies, decisions,
procedures, operations, or other activities of the Government or because of the
informational value of data in them (National Archives and Records

Administration (NARA) 2007).

A record is a document made or received in the course of activity as an
instrument or byproduct of such activity and kept for further action or reference
(Duranti 2014). According to Duranti (2014), this definition has been agreed upon

since more than a century ago.

A record is all information created, sent and received in the course of carrying out

the business of your agency. Records have many formats, including paper and



electronic. Records provide proof of what happened, when it happened and who
made decisions. Not all records are of equal importance or need to be kept

(National Archives of Australia 2014).

Duranti (2014) points out that a record is only a record if it is made or received and kept

in the usual and ordinary course of business. It essentially records a business activity.

According to Williams (2013), records have always had a range of meanings. When
records are created, it is generally for a specific purpose or function but, having been
created, they develop the capacity to be used and perceived in a multitude of ways and
to carry a multitude of meanings. The assertion by Williams (2013) concurs with
Duranti’'s (2014) view that evidence is not a fact, but a relationship between a fact to be
proven and the fact that proves it. Therefore, the meaning and value of the record will
vary depending on the evidence being sort and the extent to which the record provides

the evidence.

Williams (2013) further points out that there are two ways of defining a record-the
exclusive and inclusive ways. The exclusive definition is broadly the product of national
archives, academics and standards organizations. It offers a strict and exclusive
interpretation and is based on the need for records to provide authentic, reliable and
auditable evidence of activities and events. Further, Williams (2013) notes that the
inclusive definition, which is supported predominantly by professional associations,

provides a broader categorization of records and archives. It recognizes that in practice



organizations generate and depend on large amounts of information and data for the

efficient and accountable management of their affairs.

The Association of Records Managers and Archivists (ARMA) (2008) defines a records
as “any recorded information, regardless of medium or characteristics, made or
received and retained by an organization in pursuance of legal obligations or in the
transaction of business— and the non-record information that support and document

those practices”.

On their part, the Society of American Archivists (2012) states that a record

‘connotes documents, rather than artifacts or published materials, although
collections of records may contain artifacts and books. To the extent that records
are defined in terms of their function rather than their characteristics, the
definition is stretched to include many materials not normally understood to be a
record; an artifact may function as a record, even though it falls outside the

vernacular understanding of the definition”.

The central theme in these definitions and many others that have been provided by
different authors (National Archives of Scotland 2013; Yeo 2007) is that records are
created to provide evidence or information on a transaction to support business

activities.

McKemmish (2005) points out that

‘records have multiple purposes in terms of their value to an individual,

organization or society. They are vehicles of communication and interaction,
4



facilitators of decision making, enablers of continuity, consistency and
effectiveness in human action, memory stores, repositories of experience and
evidence of rights and obligations. On a darker note, they can also be

instruments of repression and abuse of power”.

The definition of a record has been improved over time to include the three key
attributes of content, context and structure. The ICA Committee on Electronic Records
defines a record as “recorded information produced or received in the initiation, conduct
or completion of an institutional or individual activity and that comprises content, context
and structure sufficient to provide evidence of the activity” (Joint Information Systems

Committee (JISC) 2007).

According to the Society of American Archivists (2015) and International Records
Management Trust (IRMT) (2009a) content refers to the information or data being
communicated by the records. It is what the record says. Context refers to the
circumstances surrounding the record, under which the record was created, which
provides the relationship between the record and the organization. Structure, on the
other hand, refers to the physical characteristics and how the record is organized,
including the layout and flow of information and other physical attributes that may

distinguish it from others.

An understanding these three concepts in records management is significant because it
reminds records managers to ensure that the records they manage can at all times
reveal these three key attributes. The National Archives and Records Administration —

NARA (2005) opines that, for records to remain authentic, complete and reliable, and
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fixed over the retention period, they must maintain the content, context and structure.
These qualities make records unique to other sources of information and inform the way

in which they should be managed.

1.1.2 Records Management
The Information and Records Management Society of the United Kingdom holds that

records management is all about an organisation’s control and utilisation of its
information assets and views it as part of information management. The IRMS defines
these assets as all the various records and information resources held by an
organisation, which include information held in paper, electronic and other media as well
as staff knowledge relating to their employment within the organisation (Information and

Records Management Society (IRMS) 2011).

Various institutions and authors provide definitions of records management that could
serve as working definitions (IRMT 2009a; NARA 2007; 1SO 2001). However, as
Duranti (2014) would point out, the wordings may be different but the substance

remains consistent.

Traditional definitions of records management tended to restrict themselves to the
efficiency, effectiveness and economy of systematic administration of records from
creation to use, storage and final disposition (Marywood University 2014; US

Environmental Protection Agency 2014; Microsoft 2008).



Recent definitions of records management pay attention to the significance of records
management to enterprise success especially on good governance, including corporate
governance. For example, the ISO 15489-1:2001 Standard defines records
management 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.

The ISO 15489 definition, although capturing the primary role of records management in
ensuring effective and efficient systems for managing information, introduces the idea of
records management seeking to document and provide evidence of transactions and
activities, as a key motivation for professional records management. It is this definition
that has lately been accepted by many authorities to denote the significance of records
management to organizations and governments progress particularly with regard to
good governance (Ministry of Technology, Innovation & Citizens Service of British
Columbia 2014; National Archives of UK 2010; World Bank 2013; ARMA International

2012; IRMT 2009a).

The definition offered by the 1ISO 15489-2001 Standard and as emphasised by other
authors above, is particularly significant to this study because of two reasons. Firstly, it
captures the critical role of professionalism in records management to the extent that it
provides a systematic and professional way of managing an organisation’s information,
through well-organised and administered processes and systems. Secondly, the

definition demonstrates the role of records management in helping organisations realise



their missions and visions. It emphasises the role of records management in
documenting business transactions and activities of organisations and governments, as
a good governance practice, which is the focus of the present study within the e-
government context. This definition shows records management as an end in itself, by
ensuring systems and processes for records management are effective. It also shows
records management as a means to an end, by ensuring it enhances provision of
records and information that capture business transactions and activities to enhance

good governance.

Besides the above definitions, records management has also been defined from
managerial, lifecycle and accountability perspectives. The managerial perspective,
advanced by NARA (2007) sees records management as the planning, controlling,
directing, organizing, training, promoting and other managerial activities involved in
records creation, maintenance and use, and disposition in order to achieve adequate
and proper documentation of the policies and transactions of the (organization) and

effective and economical management of operations (NARA 2007).

The lifecycle perspective views records management as the systematic control of an
organization’s records, throughout their life cycle, in order to meet operational business
needs, statutory and fiscal requirements and community expectations (National
Archives of Scotland 2013). This perspective sees records management as necessary
to ensure that information can be accessed easily when needed throughout the records
lifecycle and destroyed when not needed. This perspective is also keen on identification

and protection of vital and historically important records. It also considers records



management as a compliance issue intended to fulfill legal requirements around
retention and disposition of information. It could be argued that the lifecycle perspective
is an emphasis on efficiency, effectiveness and economy of records management

systems and processes as instituted by records managers.

The accountability definition emphasizes the value of records management as evidence
of transactions and activities in organizations to foster good governance. This definition
has been advanced by amongst others Ngoepe and Ngulube (2013), World Bank
(2013), Mat-Isa (2009), Kemoni and Ngulube (2008), Tough (2007), Shepherd and Yeo
(2006) and Willis (2005). This perspective links records management to the business
processes and operations of organizations and sees records management as a critical
success factor for good governance-whether in the public or private sectors. This
perspective views records management within the organizational setting with emphasis
on records management as drivers for transparency, accountability and good
governance. The IRMT (2012) asserts that professionally managed records provide the
clearest, most durable evidence of any government’s policies, operations, decisions and
activities. The records are essential to protecting people’s rights and interests and

holding officials accountable for their actions.

1.1.2.1 Benefits Of Records Management
The ISO 15489-1:2001 Standard states that a systematic approach to management of
records is essential for organizations and society to protect and preserve records as

evidence of transactions.



Records management is essential for public accountability, fighting corruption,
enhancing civil and human rights entitlements, fostering rule of law, development of
institutions and society, resource management and enhancing global economic stability

(World Bank 2013).

Records management is a corporate function that has the potential to support corporate
governance if its principles are appropriately implemented. Without proper records
management, transparency, accountability and efficiency in the public service would be
heavily compromised. Records are the known tools for demonstration of transparency
and accountability as well as for manifestation of corruption and other irregularities
public sector (Ngoepe & Ngulube 2013; Kemoni 2007; Kemoni, Ngulube & Stilwell

2007)

Proper records management is essential in supporting open government, protection of
human rights, freedom of information and fighting of corruption (National Archives of
Australia 2014; McKemmish 2013; National Archives of Scotland 2013; Okello-Obura
2013; White House 2012; Shepherd, Stevenson & Flinn 2010; Wallace & Hedstrom
2009; Kenosi 2008; Commonwealth Human Rights Initiative 2007; Sebina 2006; Glover

et al 2006).

With regard to freedom of information, the National Archives of Scotland (2013) states

that

“any freedom of information legislation is only as good as the quality of the

records to which it provided access. Such rights are of little use if reliable records
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are not created in the first place, if they cannot be found when needed or if the

arrangements for their eventual archiving or destruction are inadequate”.

Records management plays a significant role in enhancing prudent use of resources
hence preventing mismanagement, fraud, corruption and embezzlement. The World
Bank ( 2015 ) states that without proper recrods management, fraud cannot be proven,

meaningful audits cannot be carried out and government actions are not open to review.

Effective records managaement underpins open governance because the governmanet

information is well managed and available for access by citizens (IRMT 2015).

A further discussion on the benefits of records management in facilitating good
governance, including electronic records, including sample case studies is given in

chapter three on literature review.

1.2 ELECTRONIC RECORDS
Many authors define electronic records, also referred to as electronic records, as

computer-based or digital records (Kamatula 2010; Kemoni 2009; Mnjama &

Wamukoya 2007; Wamukoya & Mutula 2005a; Kemoni & Wamukoya 2000).

However, this definition does not necessarily reflect the true meaning of the word
electronic. The term electronic would loosely refer to devices that require electricity to

function i.e. electronic devices. Electronic technologies essentially go beyond the digital
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technology which is the technology on which computers function. It also includes
analogue technology. Electronic records essentially refer to all records created by use
of electronic technologies. This includes both analogue records like video cassettes and
digital records like email records, which are basically computer-based records (Wissor
2005). Indeed in an archival repository, for instance, one would find both analogue and

digital records that require to be preserved and utilized by help of electronic means.

An understanding of this distinction is important in records management research to
enable proper contextualization and clarity especially when the two terms, electronic
records and digital records, are involved. In the context of this study, electronic records
means and implies the digital records, created, used and maintained by and through
computer and computer/digital technologies because these are the records that are

usable on the e-government platforms.

The National Archives of Australia (2014) defines digital records as

‘records created, communicated and maintained by means of computer
technology. They may be 'born digital' (created using computer technology) or
they may have been converted into digital form from their original format (e.g.

scans of paper documents)”.

Table 1.1 provides types of digital records as offered by the National Archives of

Australia.
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Table 1.1: Types of Digital Records

Documents created
using office
applications:

e word-processed
documents

e spreadsheets

e presentations

o desktop-published
documents

Records in online and
web-based
environments:

intranets
extranets

public websites
records of online
transactions

Records generated by
business information
systems:

1.databases
2.geospatial data
systems
3.human resources
systems
4.financial systems
5.workflow systems
6.client
management
systems
7.customer
relationship
management
systems
8.systems
developed in-
house
9.content
management
systems

Source: National Archives of Australia, http://www.naa.gov.au

Digital
communications
systems

e Email

e SMS (short
messaging
services)

o MMS (multimedia
messaging
services)

e EDI (electronic
data interchange)

e electronic
document
exchange
(electronic fax)

e voice malil

e instant messaging

e multimedia
communications
(eg video
conferencing and
teleconferencing

1.2.1 Distinguishing Management of Electronic Records (MER) and Electronic

Records Management (ERM)

In describing the management of electronic records, it is important to clarify between
two terms that tend to cause confusion within the records management fraternity —

electronic records management (ERM) and management of electronic records (MER).

Whereas these two concepts have been used interchangeably, Loringer (2010)
provides a critical distinction between the two terms. Electronic records management

refers to the use of electronic capabilities to manage records. That is to say, managing
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records electronically, regardless of whether the records are in electronic or paper
formats. It is a broader concept that includes automation of paper records management
processes as well as management of digital records through ICTs. On the other hand,
management of electronic records is a specialized segment of electronic records
management that focuses purely on management of digital records as defined above. It
therefore follows that electronic records management is a broader concept that

subsumes management of electronic records as a subset.

Some literature sources on records management have used the term electronic records
management when the authors are in actual sense discussing management of
electronic records or have used both terms interchangeably (Kamatula 2010; IRMT

2009a; Nengomasha 2008; Moloi & Mutula 2007; Wamukoya & Mutula 2005a).

The present study is concerned with the management of electronic records as they exist
within the e-government platforms and not general electronic records management.
The researcher, therefore, deliberately uses the term management of electronic records
and not electronic records management to create this distinction and provide focus for

the study.

The emergence of electronic records has raised fundamental issues in records
management theory and practice. According to Technology Excellence in Government
(2000), there is probably no business process that generates more interaction between
IT interests and functional managers than management of electronic records, “it might
be the area of government that has attracted the most automation and yet remains the

least automated”.
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Management of electronic records faces challenges such as: technological
obsolescence; technological dependence; increased risk of lost data and records; risks
to reliability and authenticity; loss of security and privacy; increased costs;
decentralisation of information; the increased need for information technology
specialists (Kamatula 2010; Ngoepe, Mokoena & Ngulube 2010; Nengomasha &
Ngulube 2010; IRMT 2009a; Gautam 2007; Tale & Alefaio 2005; Giovana & Timothy

2002; Patterson & Sprehe 2002; Ngulube 2001).

According to Patterson and Sprehe (2002), these challenges arise because many
information technology systems design in many organisations and governments neglect
electronic records management components. Consequently, organisations end up with
ICT systems that are generating huge volumes of electronic records but providing
inadequate mechanisms for managing and protecting the records. In some instances,
organizations run both paper and electronic records systems in parallel due to lack of

confidence in the electronic records systems (Pennock 2007; Hollier 2001).

1.3 E-GOVERNMENT

Definitions of e-government have been offered over the years by many institutions and
authors across the world. Whereas none has been declared universally acceptable, all
the definitions build consensus on e-government as the broad use of ICTs in

government.
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According to World Bank (2006), e-government refers to the use by government
agencies of information and communication technologies that have the ability to
transform relations with citizens, businesses and other arms of government, as per the

World Bank definition.

The United Nations Department of Economic and Social Affairs (2014) defines e-
government as the use and application of information technologies in public
administration to streamline and integrate workflows and processes, to effectively
manage data and information, to enhance public service delivery as well as to expand

communication channels for engagement and empowerment of people.

In the past, some definitions tended to restrict e-government to Internet-enabled
services only (Palvia & Sharma 2006; Gil-Garcia & Martinez-Moyano 2007; World Bank
2007; Geiselhart, Griffins & FitzGerald, 2003; UN 2002; McClure 2001). However, this
restriction has been challenged in recent years leading to a growing consensus that e-
government goes beyond just Internet-based or web-based services to the broader
utilization of ICTs within government to support government operations, facilitate
interactions between governments and their citizens, as well as deliver government
services to the citizens (Abankwah 2010; Ngulube 2007; Gilmore & D’Souza 2006;

United Nations Economic & Social Council 2006).

Authors writing during the advent of Internet were justified to restrict e-government
definition to Internet-enabled services since the Internet was the primary mode of
distributed access at the time. But with the advent of mobile computing this can

justifiably be expanded in present times to accommodate the newer technologies.

16



Nonetheless, this consensus however affirms that distributed access to and
dissemination of information through ICTs — whether Internet, mobile computing or other
web-enabled capabilities — is the cornerstone of e-government (Ngulube 2010; Yong &

Koon 2005; Basu 2004; Oliver & Saunders 2004).

The researcher notes that only with distributed/remote access to information does e-
government achieve its purpose of existence, which is to enable citizen participation in
governance through access to information and sustained interaction with the
government. It would therefore mean that mere deployment of ICTs in government
business processes without enabling communication with citizens will not constitute e-

government. It could be just described as automation.

The significant theme underlying all these definitions is that e-government involves the
computerization of existing manual (paper-based) procedures that result in new ways of
transacting business, new approaches to listening to citizens and other communities,
new approaches to delivering services to the citizens and in the context of the present

study, new ways of organizing, managing, delivering and exchanging information.

Further, e-government is a specialized, technology-driven approach to governance.
Whereas governance focuses on the larger picture of good governance and generally
adequate service delivery as enabled by technologies, e-government focuses on

outputs of particular solutions or service elements (Pillora 2011; Meehan 2003).

E-government is expected to allow for less corruption, provide increased transparency,

afford greater convenience, improve revenue and optimize operational costs in
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government businesses (Kamatula 2010; Kazmi 2010; Sharma 2006; Kroukamp 2005;

Sharma 2004; Sharma & Gupta 2003).

According to IRMT (2011b), the objectives of e-government initiatives are to: exploit
web-based technologies in order to improve services to citizens; facilitate the
dissemination and availability of information (primarily via the web); establish a
consistent ‘look and feel' for government services offered through the web; achieve
economies of scale through the joint delivery of like or similar services supported by

multiple organizations.

E-government presents a number of benefits to governments including improved
services to citizens, improved services to businesses and increase in government
efficiency (World Bank 2004). The Organisation for Economic Cooperation and
Development (OECD,2003) points out that the benefits of e-government include:
improved services through better understanding of users’ requirements; assisting a
government’s economic policy objectives by promoting productivity gains inherent in
ICT and e-commerce; improving transparency and accuracy; facilitating information
sharing between government and customers; information and ideas sharing between all
government agencies; building trust between government and citizens. These benefits
are also underscored by European Commission (2016), Waiswa and Okello-Obura
(2014), White House (2014, 2012), Alshehri and Drew (2010), Barman (2009), Brown
(2007) and UNESCO (2005). A review of e-government developments in Kenya,
including objectives, initiatives and benefits, has been discussed in detail in Chapter

Two on the context of the study.
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1.4 BACKGROUND TO THE STATEMENT OF THE PROBLEM

The Kenyan Government has been expanding ICT-enabled services across public
institutions (Jackson 2015). As a result, there is rapid generation of electronic records
across all government institutions some of which are deployed for access and use

through the e-government systems (IRMT 2011a).

The Government of Kenya developed a records management strategy for public
institutions in 2011. There also exists the Kenya National Archives and Documentation
Service Act (Cap 19) of the laws of Kenya, which is the only legislation purposefully
designed for records and archives management. However, Kenya lacks a policy on
management of electronic records in government. There have been several initiatives,

as discussed below, that influence management of electronic records.

The Kenya Communications (Amendment) Act 2008, gives electronic records legal
recognition, authorizes the use of electronic signatures and addresses the need to
manage public sector electronic records to ensure that they are authentic, secure and
reliable records as a basis for efficient and effective service delivery (Kenya
Communications (Amendment) Act 2008 Section 83G-I). It requires the
Communications Commissioner to ensure that electronic transactions are based on
reliable electronic records. The Act deals at length with electronic records issues as
essential to promoting e-government and e-commerce. However, it does not stipulate
the requirements for capturing and managing authentic and reliable electronic records.
These would include such requirements as capturing, classification, security,

preservation, metadata description and retention-dispositioning of electronic records
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(National Archives of Australia 2014; International Council on Archives 2008; Millar

2004).

In 2008, the Government of Kenya embarked on digitization of records in some of its
ministries and agencies to increase efficiency and eliminate corruption associated with
manipulation of paper documents. According to the then Kenya’s Permanent Secretary
for Information and Communication, Dr. Bitange Ndemo, the plan was to digitize all
records and increase the number of transactions carried out online for increased
efficiency in Government offices (Ugabytes 2008).. The Government also had plans to
put up centres for backing up data for Government transactions. Three sites —two in
Nairobi and one in Mombasa — had been identified for the centres. This project was

estimated to cost about Ksh 540 million (Ugabytes 2008).

As a result of this programme, a number of Government institutions embarked on high-
volume large scale digitization of their paper records to facilitate online access to
information. These included the Ministry of Lands, The Government Press, The Office of
Attorney General, Ministry of Immigration, Ministry of Information and Communication.
Some of the institutions like the State Law Office completed the digitization process
(Ministry of Immigration 2011; IRMT 2011a). A detailed discussion on the progress of

these initiatives is given in Chapter Two.

An analysis of these initiatives reveals that the Government of Kenya has focused on
digitization as a success factor of e-government with little attention to the wider
professional issues in management of electronic records. Consequently, professional

records and archives management experts have not been involved. For instance, the
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Government, through the Kenya Communications (Amendment) Act 2008, gives more
authority to the Communication Commission of Kenya on electronic records and
overlooks the Kenya National Archives and Documentation Service (KNADS), which
has the expertise and wider mandate over public records management. Even with these
digitization initiatives, there is not a digitization standard or a strategy for managing

records in digital form over time.

In December 2011, the Government through the Ministry of Public Service launched the
Strategy for Improving Records Management in the Public Service (Government of
Kenya 2011). The five-year plan was intended to ensure there was full computerization
of records management and implementation of ERM by 30™ December 2013. As a
result, about 560 record management officers were to be posted in registries of each
ministry to transform the flow of information from manual to digital. At the same time, all
past correspondence -- circulars, memos or vouchers -- were to be scanned and stored
electronically for easy access and retrieval. According to Dalmas Otieno, then the
Minister for Public Service, the plan aimed at modernizing records management to
enable the Government become more responsive to the needs of citizens and deliver

services more efficiently and effectively (Allafrica 2012).

In May 2010, the Government developed a manual for management of records within
the public service, which was officially launched at the same time as the records
management strategy (Ministry of State for Public Service 2010). The manual provided

procedures for management of records by all public service institutions, including
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electronic records. This was necessitated by the need to harmonize and improve

records management procedures across all Government institutions.

The Kenya Freedom of Information Bill 2012 is currently pending enactment to
operationalize Article 35 of the Constitution of Kenya that grants the right of access to
information. The Bill provides for a window period of three years from the enactment, for
every state agency to computerize its records and information management systems in
order to facilitate efficient and effective access to information. The aim is to enable
state agencies to develop infrastructure for managing electronic records. The framework
within which this was to be done was not provided and remains unclear (IRMT 2011a;

Government of Kenya 2007).

Other ongoing e-government projects that have been rolled out by the GOK and which
have been impacted by electronic records keeping are Government Unified Messaging
System (GUMS), Government Data Centre, County Connectivity Project and
Community Learning Information Centre (CLIC) (Directorate of e-government 2011).

Detailed descriptions of these projects are presented in Chapter Two.

The management of electronic records across the government ministries is disjointed
and uncoordinated with each ministry adopting its own strategy and approach (Ministry
of State for Public Service Kenya 2011). This has negated the collective principle and
responsibility of government ministries to work jointly towards delivering good services
to the citizenry. As a result, the GOK developed an Integrated Records Management
System (IRMS) for the public service to provide a single standardized system for

management of records across the public service.
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Inadequate management of electronic records therefore creates gaps in the quality of
data used across government ministries. Whereas it would be desirable for government
ministries to share cross-cutting data, this is hampered in cases where policies for
information sharing and management of electronic records do not exist. The result is
every ministry engaging in different activities to collect the same data, resulting into
duplication of work and costly ventures for the public, gaps in data and variations in

decisions made across ministries.

1.5 STATEMENT OF THE PROBLEM

Management of electronic records (MER) is the cornerstone of e-government (An, Sun
& Zhang 2011; IRMT 201la-d; US Government Accountability Office 2010; An 2009;

Kulcu 2009; Nengomasha 2008; Moloi 2007; Ngulube 2007; IRMT 2003).

There have been efforts to embrace e-government in Kenya through initiatives such as
open data access, development of government websites, online transactions provided
on the e-citizen portal and online whistle blowing. Some of the online transactions
currently active include amongst others: application of public service jobs, filing of tax
returns, application of higher education loans, application of driving licenses, application
of business name registration, government tender applications and application of
research permits (World Bank 2012; Malakata 2011; Howard 2011; Rabah 2011; Price

2011; Google Press 2011).
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Similarly, there have been efforts to improve management of electronic records in
government ministries to support online delivery of government services. These include
digitization of paper records in some ministries, installation of systems for managing
electronic records and policy directions from government agencies like the ICT Authority

(ICTA 2015; Nduati 2012; Ombati 2012; Ugabytes 2008)

However, despite these initiatives in both e-government and MER, there is yet to be
developed a framework to guide management of electronic records within the e-
government environment in Kenya. Lack of a clear framework for managing electronic
records poses a major risk to the sustainability, stability and quality of services offered
through the e-government platforms. It not only limits access to reliable and quality
information but also jeopardizes general flow of services as employees have to juggle
between manual record keeping systems and electronic record keeping systems to
reconcile information required for management decision making. The reliability of
electronic systems is eroded. Gaps in management of electronic records within e-
government platform can also be negatively exploited and create loopholes for abuse
through corruption, which in turn undermines government efforts of fostering
transparency and accountability (Keakopa 2007; Lipchak & MacDonald 2003; Katuu

2000).
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1.6

RESEARCH PURPOSE

The purpose of this study was to investigate how the current state of management of

electronic records in Kenya facilitates or undermines implementation of e-government

with a view to develop a best practice framework for management of electronic records

in support of e-government.

1.7

OBJECTIVES OF THE STUDY

The specific objectives of the study were to:

1.

Ascertain current status of management of electronic records in Government in
Kenya.

Determine the current level of e-government utilization across government in
Kenya.

Establish the effectiveness of existing practices for management of electronic
records in supporting e-government.

Identify challenges faced by ministries in managing electronic records that could
impact on implementation of e-government.

Propose recommendations that could improve management of electronic
records in ministries to support e-government effectiveness.

Suggest a best practice framework that could be adopted by the Kenya
government to enhance management of electronic records in support of e-

government.
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1.8

RESEARCH QUESTIONS

The study was guided by the following research questions:

1.9

How are electronic records currently managed within government ministries in
Kenya?

What is the extent of e-government utilisation in government ministries in Kenya?
Is there a policy framework integrating management of electronic records in the
e-government?

What systems have been implemented in government ministries to manage
electronic records?

Do the existing practices for managing electronic records adequately support e-
government services?

What challenges do Government ministries face in implementing systems for
managing electronic records in the context of e-government?

Are there any challenges faced by the Government of Kenya in implementing e-
government that could be attributed to management of electronic records?

What actions need to be taken to ensure management of electronic records

sufficiently support e-government initiatives?

ASSUMPTIONS OF THE STUDY

The study was based on the following assumptions:
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e Although the government of Kenya has developed initiatives to enhance
management of electronic records, these initiatives are not adequate in

addressing management of electronic records in support of e-government.

e Although the Governmnet of Kenya has rolled out e-government services to
enhance delivery of public services to citizens, the systems for supporting these
e-government services do not adequately integrate management of electronic

records as a critical success factor.

1.10 JUSTIFICATION OF THE STUDY

Studies have revealed that MER plays a central role in the success of e-government
(An, Sun & Zhang 2011; IRMT 2011a-d; Ngulube 2010; An 2009; Feng, An, Liu &
Dawson 2009; Mokhtar & Yusof 2009; An 2009; Nengomasha 2008; Ngulube 2007,
Mnjama & Wamukoya 2007; Moloi 2006; Wamukoya & Mutula 2005a; National Archives

and Records Administration (NARA) 2001).

Empirical studies on MER and e-government are therefore essential to enable public
policy makers to gain adequate understanding of MER in the context of e-government.
This is important to ensure that efforts to implement MER and strengthen e-government
are backed by adequate research that provides strategic thinking, technical knowledge,

and frameworks for MER and best practices from other countries across the globe.

The Kenyan public sector is rapidly embracing automation in general business activities

(Nduati 2012; Ombati 2012). However, there is little automation in records management
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(IRMT 2011b). There is continued generation and management of paper records due to
lack of confidence in technologies for MER (IRMT 2011a). For instance, in a Ministry
when the registry receives an email, it is printed, filed and transmitted in hard copy. This
is despite the availability of many ICT solutions which enable emails to be acted upon
and archived in softcopy. This study was therefore necessary to suggest approaches on
how to manage electronic records as by-products of electronic transactions in the e-

government environment.

All the legal frameworks within which records are to be managed in Kenya do not
adequately provide for explicit strategy or framework for management of the electronic
records. These included the Kenya Communications (Amendment) Act 2008, The
Kenya National Archives and Documentation Service Act, The Kenya ICT Policy, and
the draft Kenya Freedom of Information Bill, 2007. Therefore there was need for a clear
and elaborate framework to ensure adequate management of electronic records to

support e-Government in Kenya.

Besides the existing gaps in Government strategy on approaches to MER and e-
Government in Kenya, there was also inadequate and concrete research-based
literature to provide professional direction to e-government stakeholders in Kenya on
MER. This study was therefore necessary to reveal current trends and best practices in
MER and e-government as well as provide future directions, which would be essential in
ensuring adequate integration of MER in e-government. There was also the need to
clearly demonstrate how MER can be integrated within the e-government business

processes that generate and use the electronic records. A study on how management
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of electronic records can support e-government, would provide a baseline

understanding on how to integrate MER in e-government.

1.11 SIGNIFICANCE OF THE STUDY

The significance of a study is concerned with three questions: how will the study enrich
scholarly research and literature in the field, how will it improve practice and how would
it affect policy (Mitchell 2012; Pajares 2007; Davis 2005; Cooper & Schindler 2003;

Creswell 2003; Stuart et al 2002; Creswell 1994).

The present study’s contribution to scholarly works and literature in the field resides in
its findings and a framework that can be practically adopted for MER in support of e-
government. Mutiti (2001) points out that most countries in Sub-Saharan Africa do not
have a legal or policy framework on management of electronic records, a factor that
undermines MER. The framework could also form a basis for future scholarly works on
MER and capacity building efforts for records management officers across government
institutions, which has been cited as a key hindrance to professional MER (Wato 2002;
Bailey 2001; Mutiti 2001; Wamukoya & Kemoni 2001; Githaka 1996; Foster 1995;

Khayundi 1993).

With regard to practice, the framework proposed by the study provides practical
approaches for the integration of MER in e-government. Establishing the interaction
points of MER in business processes will be fundamental in ascertaining technological

solutions for both MER and e-government that can accommodate that integration. An
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(2009) points out that integrating ERM into national informational strategic plans is an
effective e-government strategy. An, Sun & Zhang (2011) further observe that studies
about what comprehensive approaches are used for MER and how they are valued for

e-government are significant to improvement of both MER and e-government.

With regard to the study’s contribution to policy, by establishing the nexus between
MER and e-government in Kenya, it is hoped that it will provide input to policy makers to
consider records managers as key stakeholders in e-government. Lack of
comprehensive policy frameworks on MER has been cited as a major impediment to
adequate electronic records management (Iwhiwhu 2010; Kemoni 2009; Tale & Alefaio
2005; Keokopa 2002; Katundu 2001; Mutiti 2001). By providing a baseline for policy
development in MER, the current study will be significant in supporting efforts towards

ensuring MER in Kenya is delivered against sound policy guidelines.

1.12 ORIGINALITY OF THE STUDY

Originality in research can be described as doing something that has not been done
before on the topic under investigation (Hustadt 2012). According to Cryer (2006) and
Guetzkow, Lamont & Mallard (2004), there are various sources of originality in research:
new approaches, studying understudied areas, new and innovative use of data, new
theory, studying unexplored (original) topics, use of new methods and tools, new
experiences and potentiality to be published. Originality may also include, at more
discrete levels, continuing a previously original work, use of new data, providing a single

original technique, testing someone’s else idea, testing new experiences, conducting
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new synthesis, applying new interpretations to existing materials, revealing new
evidence on a known issue, adopting a cross-disciplinary in approach to a research

problem (Edwards 2014).

The originality of this study stems from two aspects: original topic and understudied
area. Original topic refers to where the topic of study has never been studied.
Understudied area refers to where a study is being conducted in a geographic region
that has been studied less on that topic. Understudied area differs from original topic
because it does not refer to the subject of study but the physical geographic region or

time period under which the study is being carried (Guetzkow, Lamont & Mallard 2004).

A study of literature sources in records management around the globe shows that a lot
has been written on MER and e-government (Hsu, Chen & Wang 2009; Kulcu 2009;
Lee & Lee 2009; Bustelo & Garcia-Morales 2008; Feng, An, Liu & Dawson 2009;
Henriksen & Andersen 2008; Hussin, Satirah & Ahmad 2008). According to An (2011)
and An (2009), most of these studies have been done from 2008 to present and have

basically focused on MER systems, issues and challenges affecting MER.

In Africa, studies on MER in relation to e-government have been done in Botswana,
Kenya, Lesotho, Namibia, South Africa, Uganda, Tanzania, Rwanda and Burundi (IRMT
2011a-c; Kalusopa 2011; Luyombya 2010; Kemoni 2009; Moloi 2009; Nengomasha
2009, 2008; Kalusopa 2008; Kemoni, Ngulube & Stilwell 2007; Moloi & Mutula 2007;
Ngulube 2007; Ngulube & Tafor 2006; Wato 2006; Wamukoya & Mutula 2005a;

Wamukoya & Mutula 2005b; Lefuma 2004).
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In Kenya, studies have been conducted on MER in general and within the e-government
environment (IRMT 2011a; Wato 2006). Several authors, Kemoni (2009), Wamukoya
and Mnjama (2005) and Mutiti (2001) have written on the issues of MER in Kenya either

specifically or as part of a review of MER in the Esarbica region.

All these studies in Africa and Kenya have provided useful insights into MER in Kenya.
They have revealed the underlying issues in MER including the drivers and challenges.
They have also made numerous recommendations to enhance MER in general and in
the e-government context. However, none has specifically proposed a framework for

integrating MER and e-government in Kenya.

The present study therefore advances knowledge in the field by building on what has
been provided previously to propose a framework for managing electronic records in

support of e-government in Kenya.

1.13 RESEARCH METHODOLOGY AND DESIGN

This section provides a brief of the research methodology adopted for the study. A
detailed description of the methodology has been discussed in chapter four of this

dissertation.

1.13.1 Research Methodology

Research methodology or research method refers to the approach used in conducting
research (Creswell 2003). There are three types of research methodologies-quantitative
research, qualitative research and mixed methods research (Ngulube 2013; Creswell

2003).
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Quantitative research method is the systematic empirical investigation of observable
phenomena via statistical, mathematical or numerical data or computational techniques
(Earl 2012; Kelly 2011). The focus of a quantitative method is to investigate relationship
between an independent variable and a dependent variable within a population, in

which case both variables are known to the researcher.

Qualitative methodology, on the other hand, is concerned with subjective assessment of
attitudes, opinions and behaviors of those involved in the phenomenon under
investigation and seeks to study a subject from the perspectives of the respondents, to
get their opinions and perceptions of the subject under research (Creswell 2013).
Unlike the quantitative method, the qualitative method is meaning-centered based on
attempts to interpret the opinions and impressions revealed by the respondents

(Ngulube 2013; Bhattacherjee 2012; Dube & Ngulube 2012; Kelly 2011).

The mixed methods research methodology is a combination of quantitative and
gualitative methods. Also referred to as the third methodological movement (Ngulube
2015; Ngulube 2013; Caruth 2013; Venkatesh, Brown & Bala 2013), this methodology
is a hybrid approach that is gaining prominence in social research and is perceived to
help address potential challenges that could arise from both quantitative and qualitative
methods (Zhou 2014; Frels & Onwuegbuzie 2013; Ngulube 2013; Creswell 2012; Hong

& Espelage 2011; Ngulube 2010).

The present study adopted the qualitative research methodology, hence can be
described as a qualitative research. This methodology was suitable because the study

was based on constructivist perspective to identify issues in management of electronic
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records and how they impact on e-government, which were not known to the

researcher.

According to Brikci and Green (2007), in situations where little is known, it is often better
to start with qualitative methods (interviews, focus groups, etc.) which can then help in
generating hypotheses that can then be tested through quantitative methods. For
instance in the present study where the researcher has little knowledge of factors
affecting management of electronic records in e-government, it would be difficult to
design a quantitative approaches that would capture all the possible factors. However,
gualitative approaches would help identify these factors, from the subjective opinions
and impressions of respondents, which can later be subjected to quantitative
assessment, if need be, to establish how the factors are for instance representative of
the whole population. A detailed discussion on the suitability of qualitative methodology

for the present study is provided in Chapter Four.

1.13.2 Research Design

Research design refers to a systematic plan to study a problem. It is the framework that
is created to support the attempts to explore and seek answers to the research
guestion. According to Trochim (2006), the research design refers to the overall strategy
for integrating different components of the study in a coherent and logical way to
effectively address the research problem. Creswell (2014b) defines research design as
procedures of inquiry. According to Ngulube (2015) and Ngulube and Ngulube (2017)
research design can also be referred to as research approach or research strategy.
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Literature on qualitative research indicate that the most common qualitative research
designs are case studies, phenomenology, grounded theory, ethnography and narrative
(Ngulube 2015; Cresswell 2013). Other authors also speak of experimental, exploratory,
observational, philosophical and historical designs (James & Kevin 2010; Cooper, Larry
& Jeffrey 2009; Hall 2008; Shuttleworth 2008; Bachman 2007; Gall 2007). Ngulube and
Ngulube (2017) also mention content analysis, hermeneutics, action research, feminist

research and indigenous research as qualitative research approaches/strategies.

The present study found phenomenology design as the most appropriate design for the
study. According to Creswell (2013), phenomenological research involves exploring of a
phenomenon with respondents who have experienced the phenomenon. A detailed

discussion on justification of the design is presented in Chapter Four.

1.14 LIMITATIONS AND DELIMITATIONS OF THE STUDY

Limitations of a research refer to the conditions or influences on the research that
cannot be controlled by the researcher but which have a bearing on the results of the
research especially on validity. Limitations include issues such as lack of previous
research on the topic which required the researcher to do more, access to respondents,

time constraints and a naturally restricting sample (Simon 2011; Pajares 2007).

Delimitations on the other hand refer to the scope or boundaries of the research which
are set by the researcher for instance on the methodology adopted by the study,

sampling and literature review (Creswell 2009; Baron 2008; Pajares 2007). Whereas
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limitations are unpredictable by both the researcher and reader, delimitations are within

the control of a researcher.

Two limitations manifested themselves in the present study. First was the challenge in
accessing respondents especially access to Principal Secretaries of ministries primarily
due to their busy schedules coupled with other bureaucratic constraints. The second
limitation arose from self-reported data. Since data was collected through face-to-face
interview discussions with respondents, some of the data could not be reliably verified

independently.

With regard to delimitations, first the methodology adopted by the study was qualitative.
This was because the present study sought to explore unknown underlying issues with
regard to management of electronic records that impact on e-government and the
researcher did not have any known factors that could be subjected to quantitative
approaches. Secondly, the scope of research was restricted to electronic records and
not with general records and archives management. This was necessary to maintain the
focus of the study on electronic records and safeguard it from wide ranging issues in
general records management. With regard to the sample, the study purposively
confined itself to respondents with a central role in implementation of systems for
management of electronic records and e-government. Whereas the researcher
appreciates that users of e-government and electronic records include all staffs in all
ministries and even the citizens, and that they all can give opinion on adequacy of the
electronic records systems at play, the present study focused only on respondents who

are instrumental in the design and implementation of electronic records systems and not
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front-end users. Feedback from e-government consumers is wide ranging and could be
explored based on factors identified out of the present study, as a potential area for
further research, using quantitative approaches. Fourth, no other data collection method
was used other than face-to-face interviews. This was necessary in line with the
gualitative nature of the study. The fifth delimitation was on the literature. The literature
reviewed was only that in the english language, from across the globe. The study did

not intend to consult literature in other languages other than english.

1.15 ETHICAL CONSIDERATIONS

In the research context, ethics refer to the appropriateness of the researcher’s
behaviors in relation to the rights of those who become the subject of the study, either
the respondents or those affected by it (Blakely 2007; Kamuka & Anderson 2007; Kelly
& Yin 2007; Walliman 2005). Researchers are required to adhere to ethical guidelines

and avoid any acts of misconduct in research.

Hart (2005), Dooley (2004), Mugenda and Mugenda (2003), and Saunders, Lewis and
Thornhill (2003), all consider ethical concerns in research to include confidentiality,
plagiarism, honesty, objectivity, respect of intellectual property, dissemination of
findings, anonymity, non-discrimination, voluntary and informed consent, academic

freedom, social responsibility and respect for colleagues.

The study complied with all requirements as stipulated in the UNISA Policy on Research

Ethics (UNISA 2007). These include: participants informed consent (section 3.1), the
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right to privacy of participants (section 4.1), the right to confidentiality by participants
(section 5.4.1), research to be beneficial to society and contribute to knowledge (section
5.2.4), no plagiarism, falsification and fabrication (section 5.2.10) and honesty on the

part of researcher (section 5.2.8).

The study also observed other expected ethical issues including respect for participants
confidentiality, non-disclosure of any proprietary information received from institutions
unless authorized, acquiring participant consent to participate, legal authority by
obtaining a research permit from National Commission for Science, Technology and
Innovation (see appendix), debriefing respondents prior to data collection, respect for
intellectual rights and respect for respondents rights including the right to be informed,
convenience and time management. Other ethical issues included integrity, honesty,
non-discrimination, legality, competence, openness, objectivity, responsible publication,

appropriate dissemination of findings and environmental conservation.

1.16 THESIS OUTLINE

This thesis has been organized into seven chapters.

Chapter One discusses the background to the study. The issues presented are records
and records management, management of electronic records, e-government and
dinstinction between MER and ERM. It has also provided the background to statement
of the problem, the statement of the problem, research purpose, objectives of the study,

research questions, assumptions, justification of the study, significance of the study and
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originality. The chapter also presents an outline of the research design and
methodology. If further discusses the limitations and delimitations of the study and the

outline of the thesis.

Chapter Two, context of the study, presents an overview of management of electronic
records and e-government in Kenya. It provides a brief discussion on the structure of
the Government of Kenya as well as recent developments in general records
management in Kenya. The chapter also discusses developments in MER in Kenya on
legislative, policy, regulatory, standards and technological developments. It also
discusses key MER projects in Kenya in the recent past. This chapter also discusses
the status of e-government in Kenya, specifically on drivers of e-government, structure

of e-government and case studies of e-government projects in Kenya.

Chapter Three focuses on literature review on management of electronic records and e-
government. It provides a detailed discussion of electronic records, management of
electronic records, e-government and the relationship between MER and e-government
globally and in Kenya. It provides a review of previous empirical studies on
management of electronic records in e-government. This chapter also presents the

theoretical framework of the study.

Chapter Four provides the research design and methodology of the study. Specifically,
the chapter explains the methodology, research design, the study population and
sample, ethical considerations, data collection procedures, data analysis and

justifications for their use as well as research quality and credibility as used in the study.
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Chapter Five, data analysis and presentation, presents findings of the study. Qualitative
data is presented and analyzed according to study themes as contemplated by the

study objectives.

Chapter Six provides an interpretation of the results. The essence of this chapter is to
discuss what the findings of the study mean to the researcher and the body of

knowledge to which the research is contributing.

The final chapter, Chapter Seven, presents a summary of the research findings,
conclusions, recommendations and the implications of the findings for the discipline.
This chapter also presents the proposed framework for MER in support of e-

government. Suggestions for further research are also provided.

Appendices have also been included as part of the thesis, which includes sample data
collection tools (interview schedules, questionnaires, observation checklists), research

permit and authorization letters from the various Ministries consulted.

1.17 CHAPTER SUMMARY

The primary purpose of this chapter was to lay the foundation of the study, to put the
study clearly into context, to enable any consumer of the study findings and the
research thesis understand what exactly the study was about. The key themes that
emerged in the chapter were the benefits of records management and the importance
of managing electronic records to e-government. The chapter has not only laid the focus
of the study, but also revealed the relationship between MER and e-government, which

will be elaborated even further in chapters two and chapter three.
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CHAPTER TWO
CONTEXT OF THE STUDY

2.0 INTRODUCTION

This chapter presents the contextual environment of the study. It provides information
on the structure of the Kenya government which is important because the study is
based on government ministries in Kenya. It also discusses the development of MER
and e-government in Kenya. It discusses some of the projects that have been rolled out

across Government with regard to both MER and e-government.

2.1 THE STRUCTURE OF THE GOVERNMENT OF KENYA

The current structure of the Kenya government is as defined by the new constitution of
Kenya (COK) promulgated on 27 August, 2010. The constitution provides for a
presidential system of government, modeled on the USA structure with two tiers of

governance system - the national and the county government systems.

In terms of functional structure, the government structure has the executive, the
legislature and the judiciary. The constitution has also provided for ten constitutional

commissions and independent commissions with varied mandates.

The national government structure is defined under chapter nine of the Constitution of
Kenya. The executive includes the President, Deputy President and the cabinet

secretaries, formerly known as Ministers (COK, Article 30).
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The legislature at this level comprises of the National Assembly and the Senate.
Currently, the National Assembly has 350 members, out of which 290 are elected at the
constituency level and 60 nominated in accordance with the Constitution (COK, Articles
95 and 97). The Senate has 68 members: 47 elected at county levels and the rest

nominated in accordance with the constitution (COK, Article 98).

The National Assembly has wider responsibilities on behalf of the people, including
enactment of national legislations, allocation of and oversight over national revenue,
oversight over state organs and reviewing the conduct of the national executive
government (COK Article 95). The Senate, on the other hand, is responsible for
representing the counties and serves to protect the interests of the counties and their
governments. This is through participating in the law-making function of Parliament
concerning counties, determining the allocation of national revenue among counties,
oversight over county government executive officers and oversight over national

executive state officers (COK Article 96).

The Kenyan Constitution provides for a minimum of fourteen and a maximum of twenty-
two ministries (COK Article 152). The present government set up in 2013, eighteen
national ministries to facilitate administration of the national government’s functions.
Each of the ministries is headed by a cabinet secretary. The ministries also have
principal secretaries who are the accounting officers of each ministry. Some ministries,

like the ministry of education, have more than one principal secretary. Each principal
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secretary is responsible for a certain function. The functions and mandates of the
current eighteen ministries are not defined by the constitution but by the Presidency
which is the appointing authority and which the constitution (Article 152 ) bestows the
authority to define the ministries within constitutional limits (Government of Kenya

2013b; Office of the President Kenya 2013; Kivuva 2012).

The present eighteen ministries include: Ministry of Interior and Coordination of National
Government; Ministry of Devolution and Planning; Ministry of Defense; Ministry of
Foreign Affairs; Ministry of Education, Science and Technology; The National Treasury;
Ministry of Health; Ministry of Transport and Infrastructure; Ministry of Environment,
Water and Natural Resources; Ministry of Land, Housing and Urban Development;
Ministry of Information, Communication and Technology; Ministry of Sports, Culture
and the Arts; Ministry of Labour, Social Security and Services; Ministry of Energy and
Petroleum; Ministry of Agriculture, Livestock and Fisheries; Ministry of Industrialization
and Enterprise Development; Ministry of Commerce, Tourism and East African Affairs;

and the Ministry of Mining.

The functions and mandates of these ministries are stipulated in the Presidential

Executive Order number 2 of 2013 (Office of the President Kenya 2013).

2.2 RECENT DEVELOPMENTS ON GENERAL RECORDS MANAGEMENT IN
KENYA

In the years following 2010, a number of developments took place in Kenya with regard
to records management in general that are worth noting and which reflect on the

initiatives around MER in the country.
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In October 2010, the Kenya Association of Records Managers and Archivists (KARMA)
was formed-the first of its kind in Kenya. This came after several unsuccessful attempts
to form a professional body for RAM professionals in the country. The aim of the
association was to organize, represent and act as the professional body for persons
working in or interested in records and archives management (RAM) and to govern
members in all matters of professional practice. In addition, KARMA sought to bring
together RAM professionals in Kenya to join hands in building the profession. It was
expected that KARMA'’s programmes and initiatives would be critical in strengthening
the records management profession in Kenya, through capacity building and

partnership with public and private entities (Ambira 2013).

In March 2013, the then Head of Public Service, issued circular no. OP/CAB.1/48A
dated 22 March 2013, providing guidance to public offices on management of records
within the newly launched devolved system of government. One of the key directives of
this circular was for the national and county governments to establish records
management systems and provide resources to ensure proper creation, use,
maintenance, control and disposal of public records. It also provided guidelines on how
to manage records within the ongoing abolition, merger or transfer of functions, from

one ministry to another or from national to county level.
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2.3 DEVELOPMENTS IN MANAGEMENT OF ELECTRONIC RECORDS IN KENYA

This section provides a background update on developments in management of
electronic records in Kenya. Since the study focuses on electronic records, it is
important to understand the status of MER in Kenya and potential future prospects,
which the study relates to e-government in subsequent sections. Section 2.2 focused on
records management in general. This section focuses specifically on MER as the

subject of this study.

2.3.1 Legislative, Policy and Regulatory Framework Developments on ERM

Article 35 of the new Kenyan constitution provides for the right of access to public
information by citizens. Parliament is expected to finalize the enactment of the FOI Bill

2007 to enable operationalization of this constitutional requirement.

Important to note of the FOI Bill initiative is the realization that records and information
management is key to its effectiveness, hence the three-year window to enable systems

for records and information management to be put in place.

The Kenya Communications (Amendment) Act 2008, enacted in 2008, authorizes the
use of electronic signatures in transactions. This underscores the need to manage
electronic records to ensure that they are authentic, secure and reliable records as a
basis for efficient and effective service delivery. The Act requires the Communications
Commissioner to ensure that electronic transactions are based on reliable electronic
records. The Act deals at length with electronic records issues as essential to

promoting e-government and e-commerce. However, it does not stipulate requirements
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for capturing and managing authentic and reliable electronic records (Kenya Law

Reports 2009; Wanjiku 2009).

In 2010, the Ministry of Medical Services and the Ministry of Public Health and
Sanitation, jointly published the Standards and Guidelines for Electronic Medical
Records (EMR) Systems in Kenya. These standards were developed through collective
engagement of players in the health industry from both private and public sectors, and
also the donor community. The objective of these standards were to provide guidance
for EMR system developers and implementers, as well as health facilities in Kenya that
were contemplating or already using EMR systems to manage patient data. The
standards intended to enhance implementation of EMR systems that support the
provision of holistic health care while improving on health records management and
contributing to improved quality of patient care. This required systems that could:
maintain the validity, integrity and confidentiality of health information; ensure security
through integrated system checks that prevent access and misuse of data; validate the
accuracy of captured data; facilitate information sharing between different users. This
inter-operability and data exchange is vital for the success of the health information
system enterprise architecture. In relation to clinical systems, the standards sought to
ensure that a patient management system should be able to share relevant patient-level
data with a pharmacy or laboratory information system and vice versa. Additionally,
patient management information systems should provide a degree of decision support
that would help clinicians improve the quality of patient care (Ministry of Medical

Services 2010).
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On 16 December 2011, the Government of Kenya through the Ministry of Public Service
launched a five-year strategic plan to automate public records. The underlying principle
behind this strategy was to improve public service delivery to the citizens (Business
Today 2011). During the launch, the then Minister for Public Service, Dalmas Otieno,

observed that

“an automated public records system assists public officers perform their duties
effectively when formulating polices by making appropriate decisions and
achieving greater efficiency. It will assist public sector activities to be
documented and maintained with officials getting the right information at the right

time and at the least cost possible" (Business Today 2011).

The thrust of this automation was to ensure that there was effective management of the
growing volumes of records and information from Government ministries, improved
sharing of information between government institutions and efficient records movement
and tracking to eliminate corruption. The progress of this initiative is not well
documented. However, interviews with various respondents in the present study

revealed that little progress had been made.

2.3.2 Developments on Standards and Best Practices

With regard to application of standards and best practices in electronic records
management in Kenya, the Kenya Bureau of Standards (KEBS), the local

standardization body, has put in place a number of progressive standards to support
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ERM from early 2000s. Between 2010 and 2013, a number of ERM specific standards
have been developed or adopted by KEBS. Among these standards include: KS
2229:2010-Electronic records management systems-functional requirements; KS
2374:2012-Electronic records management systems-implementation guide; KS
2391:2013-Electronic signatures-metadata requirements; KS ISO/TS 21547:2010
Health informatics-security requirements for archiving of electronic health records-
principles; KS ISO/TS 21547:2010-Health informatics-security requirements for
archiving of electronic health records-Guidelines (Kenya Bureau of Standards 2014). As
has been indicated in chapters five-seven, the implementation of these standards in

Kenya remains very low.

2.3.3 Technological Developments

The GOK in 2011 developed an Integrated Records Management System (IRMS) for
the Public Service to provide for a single standardized system for management of
records across the public service (Anami 2011). This was necessitated by the
realization that management of electronic records across the government ministries was
disjointed and uncoordinated with each ministry adopting its own strategy and approach
(Ministry of State for Public Service 2011). This disconnection across the government
ministries negates the collective principle and responsibility of government ministries to
jointly work towards delivering good services to the citizenry. The IRMS was therefore
to be used by all ministries and departments within the public service. Under IRMS,

officers were to transfer information in hard copy into the system for tracking and
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workflow monitoring. For example, once a public servant receives a hard copy
correspondence, the information is keyed in the system, indicating what action is to be
taken or has been taken. Senior officers, including Permanent Secretaries, will then be
able to monitor whether work has been done or is still pending. The Ministry of Public
Service indicated during the launch of IRMS on 19" December 2011 that this initiative
was intended to drive the country towards a paperless public service as envisioned in

the country’s economic blue print, Vision 2030 (Anami 2011).

Since 2011 there have been numerous initiatives across Government ministries and
affiliate parastatals and departments to implement MER capabilities including electronic
records and document management systems (Ministry of Lands 2014; Ministry of
Information, Communication and Technology 2013; Kenya Revenue Authority 2014,
Kenya Forestry Research Institute 2014; County Government of Uasin Gishu 2014,
Cotton Development Authority 2014; Postal Corporation of Kenya 2014; The Judiciary
2013; Higher Education Loans Board 2013; Moi Teaching and Referral Hospital 2013;
National Health Insurance Fund 2013; Ministry of Devolution and Planning 2013;
National Cereals and Produce Board 2013; Kenya Roads Board 2013; Office of the
Auditor General 2013; Kenya Maritime Authority 2013; Kenya Sugar Board 2013).
There is currently no comprehensive data on the success rate of these initiatives partly

because many of them are still under implementation.

In July 2011, the Government of Kenya launched the Open Data Portal (ODP) to
facilitate citizen access to government information — the Online Government Data

(Kenya ICT Board 2012). The portal is www.opendata.go.ke. This initiative was hailed
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across the globe as a sign of Kenya's commitment towards transparency and
accountability in governance, becoming the second country in Africa after Morocco and
the first is Sub-Saharan Africa to adopt the Open Data Framework (Kenya Open Data
2014). The portal is intended to provide a central point where all government ministries
could upload data for citizen access. The Open Data Initiative is an attempt to
encourage every government agency and department to open its doors and data to the
public so as to create a more transparent, participatory and collaborative government,
which has been adopted progressively in the USA and United Kingdom (Institute of
International and Europe Affairs, 2011). Government ministries in Kenya are required to
release data to the ODP to facilitate citizens’ access to the data. The significance of this
to electronic records management is such that, the ministries and public offices have to
implement capabilities for electronic data and records management to comply and
support the ODP initiative. Among the datasets that were intended for uploading to the
portal from various government entities include: fiscal data, traffic incidences per
county, national and county government's expenditure, national census data,
constituency development fund data, and poverty rates per county, parliamentary
proceedings, geo-mapped education facilities, geo-mapped health facilities and other

public service locations (www.opendata.go.ke).

There have however been concerns on the success of the ODP initiative. Analysts have
reported failure of the ODP to meet its expectations as envisaged during its conception
and official launch (Hargreaves 2012 & Brown 2013). Among the reasons cited for the
ODP’s inadequacy are reluctance of various ministries and government entities to

release data, the Official Secrets Act of the Laws of Kenya that restricts the release of
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public information, lack of robust electronic data and information management
capabilities across many GOK entities, failures in technical capabilities of the portal like
unstandardised metadata schema for describing datasets, which makes search and
retrieval of data cumbersome and low qualities of available data (Mutuku & Mahihu
2014). There has also been cited the concern that many Kenyans do not know about
the Kenya open data initiative and that only fourteen percent had used it as of
September 2013 (Chiliswa 2014; Mutuku, Mahihu & Sharif 2014; Kapchanga 2013).
Electronic records and document management would be critical in supporting the open
data initiative because they would provide a reliable source of data and can be

technically interfaced with the ODP to improve the richness and quality of the portal.

2.3.4 Sample Key MER Projects in Kenya

This section provides a snapshot of some of the key ERM projects in Kenya (ongoing or
concluded) that have an impact on e-government. The objective of this is to reveal the
levels of commitment exhibited on MER and how they underpin e-government. The
projects described in this section are those whose objective was to improve public

access to information and service, which is the cornerstone of e-government.

2.3.4.1 Digitization of Records at the Kenya National Archives and

Documentation Service

The Kenya National Archives and Documentation Service (KNADS) embarked on the
digitisation of selected archival materials in 2007 primarily to facilitate access to its
archival holdings by Kenyan citizens and other researchers (Mwangi 2012 & Namande

2011). Emphasis was placed on materials that were heavily used as well as those that



were physically deteriorating. At the beginning, the digitisation programme was
outsourced. However, KNADS decided to develop its own internal capacity for in-house
implementation. The department procured scanners and computers to undertake the
exercise. As of September 2012 over 13 million documents had been digitised (Mwangi
2012). By August 2014, there was no documented clarity on the progress of the project
regarding how many documents had been digitized. According to Namande (2012) and
Mwangi (2012), these materials were to be made available for online ordering through
KNADS’ website. Users of the materials were to download them remotely after paying
the stipulated fees. In addition, to ensure efficient and effective storage and access to
the digitised materials, KNADS installed top-end equipment including servers and

storage area networks with adequate capacity to store and process all the materials.

The department also acquired a state-of-the-art records management system that was
capable of managing both paper and electronic records. This was to serve the KNADS’
records management needs as well as act as a resource where other public
organisations wishing to automate their records management systems could learn on

best practices (KNADS 2014).

2.3.4.2 Open Access to Public Legal Information Project

In 2011, the Kenya National Council for Law Reporting (NCLR) in conjunction with the
Kenya National Assembly and The ICT Board embarked on a project to digitize and
provide free online access to the historical and current records of the debates of the

Kenya National Assembly and previous parliaments, and legislatures dating as far back
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as 1960 to 2011, officially referred to as the Hansard. This was at a cost of about Kshs.

2 million (NCLR 2011; Google Press 2011).

The records contained information of enormous value to Kenya’s social, legal and
political heritage. This included the parliamentary debates capturing the transition to
internal self-government to the birth of the Republic of Kenya; the declaration in 1952 of
the Mau Mau as an unlawful society to the lifting of the declaration in 2003. The records
are an invaluable repository of knowledge and information on Kenya’s governance.
Citizens can now easily search, access and cross-reference contextually relevant
information on parliamentary debates on matters affecting their constituency or a matter
in which they have a patrticular interest at the NCLR website www.kenyalaw.org and

also on the Kenya Parliament’s website www.parliament.go.ke.

Besides the digitization of the Hansard, in April 2011, NCLT partnered with Google to
digitize all Kenya Gazettes, the official gazette of the Government printed by the
Government printer and hitherto held in hardcopies. The digitized documents were
made available to the public from 19 April 2014 through Google Books. The documents
made available included copies of the Kenya Gazette dating back to 1906 and contains
important notices such as government appointments, as well as individual notices that

are required to be made public by law (Google Africa 2011; NCLR 2009).
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2.3.4.3 Ministry of Lands Digitization Project

In Kenya, many communities consider land as one of the most critical resource and a
leading factor of production for virtually all communities. As a result, land has been at
the centre of virtually all political and ethnic conflicts since independence, including the
2007/2008 post-election violence, the worst in Kenya’s history (Kwanya 2014; Njuguna
& Baya 2004; Wanyumba 2004). Management of land has, therefore, been a key

concern of all successive governments and the citizenry.

Following the 2007-2008 violence and subsequent mediation process managed by the
Kenya National Dialogue and Reconciliation (KNDR) body, re-engineering of land
management in Kenya was identified as one of the major institutional reforms required
for the country (KNDR 2011; International Centre for Policy and Conflict 2009; KNDR
2008). Among the reasons cited as causes of inefficiency in land management was the
poor state of land records management at the Ministry of Lands registries across the
country and the Head Quarters, in particular (Ayodo 2014). Consequently, a key
recommendation on land reforms as part of what was known as “agenda four” on long
term issues and solution was the establishment of a transparent, decentralized,
affordable and efficient GIS-based Land Information Management System and a GIS-
based Land Registry at the Ministry of Lands, including all local authorities (South

Consulting 2012).

In May 2007, a task force was formed to spearhead the automation of lands records
following authorization by a Cabinet Standing Committee on e-Government through

circular number OP/CAB/1/16A (Cabinet Office 2007).
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The National Land Information Management System (NLIMS) project was officially
conceived in 2008 (Nyongesa 2012). The overall objective of NLIMS was to establish
quality Land management and administration system that facilitates efficient and
effective service delivery in line with the provisions of the Kenya Constitution- 2010,
Vision 2030 and the National Land Policy which was approved in the year 2009
(Kwanya 2014 & Nyongesa 2012). This was to be achieved by converting the existing
land records into digital records that would be accessed and exploited electronically
while the paper records are stored in an archive. The electronic records would,
therefore, be used in the day to day transactions in discharging public services, while

the archive records are preserved and only used as reference records.

In 2013, the NLIMS project was taken up by the National Land Commission which
commenced operations on 27" February 2013. In its progress report of January 2014,
the NLC reported that the NLIMS project was on course and that the commission had
identified senior staff to spearhead the project, prepared procurement documents for the
hardware and software and drawn budgetary estimates (National Land Commission
2014). The project as anticipated to be a major case study of MER and ERM in Kenya
and a key contributor to not only the quality of service within the Ministry of Lands, but

also a case study for e-government initiatives.

2.3.4.4 State Law Office Digitization Project
The State Law Office (SLO) identified computerization of its registries as a strategic

focus to improve service delivery in its 2005-2007 strategic plan (SLO 2005). During this
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period, the SLO embarked on an ambitious project to digitize its paper records to
improve efficiency and effectiveness in public service delivery. The objective of this
project was to improve turnaround times in registration of companies and business
entities. Records from 1936 to date were scanned and the data captured to allow for
online search of company names and information. This project was spearheaded by
SLO’s e-government committee because of the impact it would have on service delivery
as an e-government initiative. The project, supported by the Kenya ICT Board was
finished ahead of schedule and saw about 25.5 million pages scanned and stored by

May 2010 (Amollo 2011).

The project was completed by 2014 and reported to have improved the turnaround time
for registration of business names from fourteen days to one day by May 2014 (Omondi
2014). The cumulative effect of this is anticipated to be an improved lead time of three
days to start a business in Kenya as opposed to an average of about thirty-two days as
has been the case (Omondi 2014) and most importantly improved service delivery to

the citizens.

2.3.4.5 The Judiciary of Kenya Digitization Project

During the 2008 national dialogue spearheaded by the KNDR under chairmanship of
Koffi Annan, reforms in the judiciary and entire justice system were pointed out as some
of Kenya’s institutional reforms that needed to be undertaken urgently (South
Consulting 2013; Odote, Migai & Mwangi 2011; South Consulting 2011; International

Commission of Jurists(ICJ) Kenya 2011; KNDR 2008). The new Constitution of 2010
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re-engineered the judiciary system to align it to aspirations of Kenyans with regard to

delivery of Justice.

The Kenyan Judiciary embarked on an ambitious project to automate its processes to
improve the service delivery. The digitization of hardcopy records was the first step
taken towards automating the Judiciary’s processes (The Judiciary 2010). According to
IRMT (2011a), an ICT consultant was commissioned to carry out a needs assessment
with a view to determining the nature and volume of the court records to be digitized,
developing a digitization strategy, and preparing an implementation plan. With the
assistance of the ICT Board and the Judiciary, the consultant organized the court
records for the last ten years and a total of 325,000 files were prepared for digitization.
The focus was on scanning of files, and establishment of a Documents Management

System.

By October 2011, about 60 million records had been digitized (The Judiciary 2012). To
ensure ongoing service improvement, court judges were provided with ipads and
iphones to help them capture court proceedings electronically and free them from

manual recording of court proceedings which have to be digitized (The Judiciary 2013).

Overally, the records digitization project and overall automation of information
management at the Judiciary is intended to make access to information easier and
faster, while saving time and money for clients seeking access of various court files.
The targeted end result is speedy and quality service delivery within the judiciary which

is central to an effective justice system that can win everyone’s confidence.
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2.4 E-GOVERNMENT IN KENYA

This section presents insights on the development of e-government in Kenya. It
discusses the initiation of e-government in Kenya, the catalysts for e-government in
Kenya, the structure of e-government administration, strategic and future outlook, and
also presents updates on e-government initiatives in Kenya. It also provides information

on the milestones and challenges facing e-government roll-out in Kenya.

2.4.1 Drivers of E-government

In chapter one, the study gave a working definition of e-government as the use by
government agencies of information and communication technologies that have the
ability to transform relations with citizens, businesses and other arms of government
(Kamatula 2010; Kazmi 2010; World Bank 2008; Ngulube 2007; Gilmore & D’Souza
2006; Sharma 2006; Kroukamp 2005; Sharma 2004; Sharma & Gupta 2003; Fang
2002). The level of e-government readiness in a country is measured by access to

ICTs.

According to the United Nations e-government survey of 2014, Kenya ranked among
the top 20 countries on e-government in Africa at position nine. It stood at position 119
globally out of 193 countries ranked (United Nations 2014). The UN’s e-government
development index (EGDI) “is a composite measure of three important dimensions of e-

government, namely: provision of online services, telecommunication connectivity and
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human capacity” (United Nations 2014). It scores countries on an index of 0.00-1.00. It
therefore ranks countries progress on e-government based on online service

advancements, best practices in e-government, ICT infrastructure and human capacity.

It groups countries into four tiers: very high EGDI ( score more of 0.75-1.0: 25 countries
in 2014), high EGDI (score of 0.50-0.75: 62 countries in 2014), middle EGDI (0.25-0.50:
74 countries in 2014) and low EGDI (less than 0.25: 32 countries). Kenya was among
the 74 middle EGDI countries with a score of 0.3805. Details of how the scores are

calculated are beyond the interest of the present study .

The need and demand for e-government in Kenya has been driven by a number of
factors including popular demand for public sector reforms, pressure for transparency
and accountability in government, growing trends towards e-commerce and availability
of technology as seen in the growing connectivity to Internet and mobile technologies

(Davies 2014; Gathungu & Mungai 2012; GOK 2007, 2003).

The introduction of e-government in Kenya was part of the public sector reform (PSRS)
initiatives by the Government of Kenya (Muthaura 2010; Ntimama 2005). Public sector
reforms were among the interventions intended to enhance efficiency, effectiveness,
accountability and transparency. E-government was seen as a critical element of the
PSR process as opposed to manual government processes. E-government was viewed

as a better way of enabling citizens to access public services in easy, convenient,
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transparent and cost-effective ways (Muthaura 2010; Cordella 2007; Kitaw 2006;

Baptista 2005).

Public sector reforms have focused on improving the effectiveness and efficiency in
public service delivery. The Kenyan administration in 2004 declared e-government
implementation as one of the top priorities towards the realization of the country’s
national development goals and objectives for wealth and employment creation
(Republic of Kenya 2004). During the launch of Kenya’s e-government strategy, the
then President Mwai Kibaki indicated the main objectives of implementing e-government
were to enhance delivery of public services, improve information flow to citizens,
promote productivity among public servants and encourage citizens’ participation in
governance (Njuru 2011). This commitment has also been captured in various policy
documents by the Government of Kenya (Kenya ICT Authority 2014; Murungi 2007;
Ministry of Education Kenya 2006; Republic of Kenya 2006; DEG 2004). Literature
showed that such objectives are not uniquely Kenyan but global expectations and
underlying principles driving e-government (World Bank 2012; Google Press 2011,
Howard 2011; Malakata 2011; Price 2011; Rabah 2011; Welch et al., 2005; Holzer

2004; Heeks 2002; World Bank 2002; Kenny 2001).

Close to the first aforementioned factor of general public sector reforms is the increased
pressure on successive Kenyan governments and institutions to enforce transparency
and accountability in public services. Corruption has been a major problem in Kenya's
governance system and public service delivery in general. (Anderson 2014; Wrong

2014; Warner 2013; Transparency International 2012; Institute of Economic Affairs
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2000). Lack of accountability and transparency undermines justice and fairness, gives
rise to cynicism and mistrust of government and weakens government’s institutions and
structures. Njuru (2011) contends that the opening up of the society through e-
government could strengthen government institutions and structures, thus, create

positive social change in Kenya.

The manual systems and processes have been blamed for the thriving of corruption in
Kenyan institutions because of their limitations in facilitating robust information sharing,
including reporting of service delivery flaws. As a result, public entities have resorted to
ICTs and e-government channels to provide mechanisms to control corruption and
provide channels for enforcing transparency. Many public entities are for instance
resorting to automating payment services to collect public revenue directly and reduce
the risk of diversion of public funds through forged receipts, non-reporting of revenues,
demand for bribes in manual processes and destruction of evidence (DFID 2013). For a
long time in Kenya, there has been a problem of poor delivery of public information and
services to the citizens by Kenya’s successive governments (Annan 2009; Clinton 2009;
Kibwana, Akivaga, Mute & Odhiambo 2001). Berman (1997) argued that the perceived
inadequacy of public information and services is believed to significantly reduce citizens’
trust in government and their participation in the public policy process. The e-
government systems enable the elimination or reduction of human intervention hence

improving accountability.
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The e-commerce trend is increasingly taking root in Kenya placing huge demands on
technology-driven business transactions as opposed to traditional brick and motor
systems. Electronic transactions and payments are becoming favored within Kenya
more than ever before. About 17 million Kenya's are registered on Safaricom, Kenya’s
and global leader of mobile money transfer service Mpesa, which is the world’s first
mobile money transfer platform (Gilpin 2014; The Economist 2014; Capital FM 2014;
USAID 2011). This figure excludes statistics from other mobile money transfer services
like Airtel money and Orange money. Today, virtually all payments can be made
through mobile money, from payment of levies, payment of school fees to shopping in

malls.

Besides the mobile money payment systems, general Internet-based transactions on
interactive websites like online shopping is growing as well as the credit and debit card
transaction systems predominantly supported by Visa and MasterCard (Nandwa &
Abwao 2014; Kangethe 2013). As a result of these developments and citizens’ growing
appetite for electronic transactions, many institutions including public entities are
compelled to adopt electronic transaction systems to improve quality of service and be
attractive to clients. This is made even more necessary where competition for business
thrives. As a result public entities like electricity supply company Kenya Power, Nairobi
County Government, the Judiciary and others are adopting electronic transaction
systems. For instance, Kenyan’s can now apply for electricity connection online unlike
five years ago when it was manual, which has seen growth in purchase of electricity and

hence increased revenue for Government (Kenya Power 2014).
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The fourth factor could be the growing availability of electronic and digital technologies
but, more importantly, the rapid growth in connectivity of Kenyans to Internet and mobile
networks. According to the April-June 2015 quartely subsector statistics on Internet
connectivity in Kenya released by the Communication Authority of Kenya (CAK),
Internet penetration in Kenya as of June 2015 was at 68.84% (29.6 million) of Kenya’s
population. Mobile money transfer subscription stood at 27.7 million subscribers. Mobile
phone subscribers stood at 36.1 million subscribers, constituting 83.95% of the
population. With regard to broadband Internet connectivity, which is key in electronic
and online transactions, mobile broadband connectivity stood at 5.32 million (CAK
2015; Kemibaro 2014). In addition, mobile data Internet subscriptions, which are

increasingly taking root in the country stood at 19.9million people.

These statistics reveal that the ground and environment for e-government is ripe in
Kenya. With over 50% of population on Internet and Mobile connectivity, it would imply
that the majority of the population are able and ready to tap into the power of these
platforms to transact. They are expectant of the Government and its affiliate institutions
to harness the power of these technologies to serve them better. This connectivity also
affords Government and other public entities an easier, convenient and cost-effective
channels to reach the citizens regardless of geographic spread to improve service
delivery. It is noteworthy that the relationship between Internet and mobile telephone
connectivity is inextricable in that 99% of Internet usage was driven by mobile
connectivity (Kemibaro 2014). This would also explain why there is an increasing

adoption of mobile-based transactions, including payment systems, to enhance service
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delivery and mitigate on corruption, through sealing leakages that would materialize in

physical transactions.

2.4.2 Structure of E-government in Kenya

The Government of Kenya established the e-government programme in June 2004
(Directorate of E-Government 2011). The objectives of the e-government strategy in
Kenya are to: improve collaboration between government agencies through reduction of
effort duplication and enhance efficiency and effectiveness of resource utilization;
improve Kenya’s competitiveness by providing timely information and delivery of
government services; reduce transaction costs for the government, citizens and the
private sector through the provision of products and services electronically; and provide
a forum for citizens’ participation in government activities (Directorate of e-Government

2011).

At inception, the e-government programme in Kenya was administered by the
Directorate of e-Government (DEG) which was headed by the ICT Secretary at the
Presidency and Cabinet Affairs Office, Office of the President. At the time DEG was
mandated to provide leadership, facilitation and coordination of e-government services
across ministries and accounting units. The primary function of the e-government
structure was to develop, coordinate and define ways that allow electronic and
information technology business strategies to assist the government to operate more

effectively and efficiently in delivering services to citizens.

In the year 2013, the Directorate of e-Government, together with the Kenya ICT Board

and Government Information Technology Services (GITS) were all merged into the
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Kenya ICT Authority, a move the government had said was to consolidate all IT
functions under the Ministry of ICT, under legal notice 183 of 16 August 2013
(Government of Kenya 2013a). The Kenya ICT Board was formed in 2007 to sell the
country as a profitable technology investment destination and grow investment in the
industry. GITS on the other hand fell under Treasury control, with budgets for tasks
such as assisting government agencies to entrench ICT in their processes and the
hosting of ministry websites. E-government is therefore currently administered under the

ICTA whose functions are captured under Kenya Legal Notice 183 Section 4 as to:

a) Set and enforce ICT standards & guidelines for human resource, infrastructure,

processes, systems and technology for the public office and public service and;

b) Deploy and manage all ICT staff in the public service;

c) Facilitate and regulate the design, implementation and use of ICTs in the public

service;

d) Promote ICT literacy and capacity;

e) Promote e-government services;

f) Facilitate optimal electronic, electronic form, electronic record and equipment use

in the public service;

g) Promote ICT innovation and enterprise;

h) Facilitate the establishment, development and maintenance of secure ICT
infrastructure and systems; and
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i) Supervise the design, development and implementation of critical ICT Projects

across the public service.

In April 2014, the Kenya ICT Authority launched the Kenya National ICT master plan for
the period 2013/14-2017/18. The Masterplan replaced the Kenya E-government
Strategy developed in 2011. The Masterplan states Kenya’s e-government vision as to
provide “one-stop, non-stop e-government services by simplifying government
processes and embracing technology neutral operating environments across the entire
public sector that support and facilitate inter- agency collaboration in service delivery”.
The master plan intends to achieve the following by 2017/2018: increased public value
of e-government services with 50% of adults accessing at least one e-service; eight out
of ten users being ‘very satisfied’” with the quality of government’s electronic services;
enhanced digital presence and economic competitiveness using ICT, thereby improving
the e-government ranking and ease of doing business rank internationally by at least 15

places by 2017 (Kenya ICT Authority 2014).

This is perhaps one of most progressive and ambitious strategies and commitment to e-
government so far, in addition to the e-government strategy that was developed in 2011.
The above initiatives denote the Government’s commitment towards technology driven

service delivery, which is the core of e-government.

Section 5.1 of the ICT Masterplan discusses the driving forces, deired outcomes and

strategies for e-government. In order to achieve the desired e-government outcomes
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described above, the Masterplan provides the following as the Government’s strategies

for achieving the e-government desires:

e Strategy S1: Simplify and automate integrated end-to-end e-government
processes.

e Strategy S2: Leverage on e-government services to create a strategic
competitive advantage for Kenya to help boost growth of the private sector.

e Strategy S3: Promote e-government as the service channel of choice.

2.4.3 E-government Projects in Kenya: Case Studies

The defunct Directorate of E-government (DEG) in the 2011 E-government Strategy had
indicated the following seven as its core e-government projects: citizens’ portal, shared
services, county connectivity project, government data centre, government unified
messaging system (GUMS), interactive voice response system (IVRS), community

learning information centres (CLIC) (Directorate of e-government Kenya 2011).

The ICTA revised the above seven initiatives to the following eleven “government digital
services”: National Fibre Optic Infrastructure (NOFBI); Kenya News Agency (KNA)
digitisation; Transport Integrated Management System (TIMS); GUMs, Kenya Open
Data Initiative (KODI); County Connectivity Project; Smart County Project; Civil
Registration Department (CRD) digitisation; Integrated Financial Managemeny System
(IFMIS); Kenet Bandwidth Support; Government Core Communication Network (Kenya

ICTA 2015). Even though this revision seemingly leaves out IVRS, government data
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centre, shared services and CLIC, these services are still embedded within the eleven
areas. For instance KODI takes care of government shared data while shared services
is now structured as a broad component to drive e-government spanning several
segments. There is in actual fact a directorate of Shared Services within the ICTA

structure ( Kenya ICTA 2015).

A further analysis of these eleven also reveals that they span infrastructural and
electronic data management aspects. The KNA digitisation, TIMS, KODI, CRD
digitisation, IFMIS and Kenet bandwidth support have direct relationship to

management of electronic records/data for their effectiveness.

The ICT masterplan prioritises three end-to-end e-government services for three
services “that are regularly used by majority of the Kenyan population and or
businesses” to be fully operational by 2017. These services are:

e Universal civil registration system and the associated huduma services.

e Company registry system and the associated huduma services.

e National land information management system, relying on a National Spatial

Data Infrastructure (NSDI) and the associated huduma services.
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2.4.3.1 The E-citizen Portal

The e-citizen portal provides the Government's primary gateway for e-government
services. The portal is an effort to consolidate all central government services (
excluding parastatals) into one acess point for citizens. The focus of the portal is to pull

all e-services from various ministries onto one convenient access point.

The e-citizen portal avails a one stop access to a range of information resources and
online services from various government agencies. The objective of the portal is to
provide an easy-to-reach and access to government services and information by
citizens. It is intended to enable Kenyan citizens living anywhere to seek information on
things that would normally require them to visit a government office. The portal acts as a
platform to connect all services and information offered by various government bodies in
order to make them easily accessible and available to the citizen. The services that are

currently available on the e-citizen portal, are as indicated in Table 2.1.

Table 2.1: E-government Services on e-citizen portal in Kenya

Service Provider Service Provided

Registrar of Companies e Business name search
Business registration

Registrar of Marriages Notice of Marriage
Solemnization of marriage
Commissioning of affidavits
Isuuance of registrar’s certificate

Issuance of marriage certificate

National Transport and Safety Authority
(NTSA)

Provisional Driving License

Interim Driving License

Driving Class Endorsement

Driving License Information
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Corrections
e Driving Test Booking
e Driving License Renewal (1 Year)
Duplicate Driving License

Ministry of Lands Official Search (Nairobi Blocks)
Application for official copy

Land Rent Clearance Certificate

Department of Immigration Passport application for Adults
Passport Application for Children

Application for Kenyan Visa

Civil Registration Services Birth Certificate
Late Birth Certificate

e Death Certificate

Source: https://www.ecitizen.go.ke/service.html (Accessed 24 August 2015)

2.4.3.2 E-procurement Service

In 2014, the government launched the e-procurement service through the Integrated
Financial Management Information System (IFMIS) platform, called IFMIS Electronic
Procurement. The objective of this was to enable government procurement go online to
enhance transparency, fairness, competitive and cost effective procurement. This was
to include a Kenya Supplier portal to enable suppliers track their purchase or service
orders and be fully compliant with government requirements (Karanja & Ng’ang’a 2014;
Mutegi 2014; Selfano, Adero & Chumba 2014). The e-procurement service is a major e-
government service in Kenya because of its deliberate purpose to improve efficiency,
transparency and accountability in government and public procurement through
elimination of manual processes that are time consuming and prone to manipulation
(IFMIS 2015). It provides a platform where suppliers to public institutions interact with

the buyers, eliminating the previous manual procurement processes.
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2.4.3.3 Online Reporting of Corruption

In 2009, The Kenya Anti-Corruption Commission (now the Ethics and Anti-Corruption
Commission-EACC) set up the Anonymous Whistleblower system to facilitate online
reporting of corruption by citizens. The system provides for a confidential online platform
through which Kenyan citizens can report all forms of corruption activities to enable the

EACC take appropriate action (EACC 2015; Schultz, Osore & Vennen 2010).

2.4.3.4 iTax System

In 2013, the Kenya Revenue Authority (KRA) rolled out an online tax system called
iTax for managing KRA transactions. iTax is a web-enabled and secure application
system that provides a fully-integrated and automated solution for administration of
domestic taxes. Internet based PIN registration, returns filings, payment registration to

allow for tax payments and status inquiries with real-time monitoring of accounts.

The system also allows for: tax compliance certificate (TCC) verirification; withholding
tax verification; checking of tax application status; verification of withholding VAT
agents; viewing of taxpayers accounts; application for tax refunds; application for
waivers and writeoffs( KRA 2013). A major impact of this service was the abolition of
manual filing of tax returns, requiring all taxpayers to file their returns, monthly and

annually, through iTax.

2.4.3.5 Integrated Customs Management System

The KRA acquired a new integrated Customs management system in 2015 to

modernize and improve the efficiency of KRA’s customs management. The system was
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intended to reduce the time taken to clear imports and exports by at least 60%. Other
gains of the system include the ability to pre-lodge 80% of customs documents, a
linkage to the National Single Window System to reduce complexity for traders in
obtaining official approvals and streamlining of processes between Kenya and other

revenue authorities in the region (Mureithi 2015).

2.4.3.6 Online Passport Application

In April 2015, the Kenya Government through the Directorate of Immigration rolled out
an online platform for application of passports. The objective was to shorten the period
taken to apply for passports to not more than ten days for new holders and not more
than 5 days for existing passport holders (Mutegi 2015). The system has been
integrated with mobile technologies to enable mobile-based tracking of the passport
applications. This saves the applicants the resources and time spent previously on

physical visits to immigration offices to check on their applications status.

2.4.3.7 Other E-Government Services

In addition to e-citizen portal and e-procurement, other e-government services have
been rolled out by various public institutions in the country. These include: public
service job applications and status tracking; national examination results confirmation
and registration; Higher Education Loans Board (HELB) loan repayment tracking;
tracking status of national identity card; Kenya National Examination Council (KNEC)
examination registration and results services; online application for degree and diploma
courses through the Kenya Universities and Colleges Central Placement Service

(Directorate of e-Government 2012).
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2.5 CHAPTER SUMMARY

This chapter has endeavored to provide the context of this study. It has provided a
detailed description of the recent developments in records management in Kenya. It has
also presented an outlook on the management of electronic records, which is the
fulcrum of this study. The chapter has also provided a contextual outlook of the e-

government environment in Kenya, including its drivers and existing initiatives.
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CHAPTER THREE
LITERATURE REVIEW

3.0 INTRODUCTION

This chapter provides a detailed review of literature on management of electronic
records and e-government. The chapter starts by discussing the significance of
literature review in research. It provides the theoretical framework underpinning the
study by discussing e-government models and models in management of electronic
records. It discusses in detail the concept of management of electronic records and how
it relates to e-government. The chapter also presents a review of case studies from four
countries that have made strides in enhancing management of electronic records in
support of e-government. The chapter has avoided detailed discussions on e-

government to remain focused on the main subject of the study.

In view of the study objectives and the need to focus the review of literature on the
subject under investigation, this chapter is therefore structured around the following
themes: the study’s theoretical framework, an overview discussion of the concept of
management of electronic records including key terms, functional requirements and
challenges; challenges of managing electronic records in Kenya; the relationship
between electronic records and e-government; case studies on management of

electronic records for e-government.
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3.1 LITERATURE REVIEW IN RESEARCH

Literature review refers to an analysis of existing literature on the subject of research. It
is a review of what other authors, experts and authorities have written or said about the
topic of research (McMillan & Schumacher 2006; Burton & Bartlett 2005; Boote & Beile
2005). The literature being reviewed can be primary or secondary sources of

information both published and unpublished.

According to Mathipa (2015), Creswell (2014a), Creswell (2014b), Denicolo and Becker
(2012), Creswell (2009), and Marshall and Rossman (2006), reviewing literature has

several benefits in research, which include amongst others:

e Help the researcher examine the research problem from more than one angle as
well as to anticipate the type of audience his/her study is out to address.

e Provides a background to the study.

e Preparing and orientating the researcher on ongoing debates, opinions and
views taking place in the field of study.

e Documenting how a study adds to existing literature in the field of study and the
relationship between the present research and past researches in the field.

e Convincing readers that a researcher is familiar with previous works done in the

area of study.
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e Build readers confidence in the research work by demonstrating that the
research has reviewed what has been done before and is not duplicating ideas or
advancing far-fetched arguments.

e Helps the researcher know what exists on the subject and help refocus the
research direction.

e Helps find useful examples and models that can enrich the research being
undertaken.

e Have the benefit of knowing how other researchers have conducted their studies.

e Provide a basis for understanding the importance of a study.

Compare the results of the study with previous findings.

According to Creswell (2014a, b) and Creswell (2009) a good literature review follows a
series of steps which include: identifying key terms; locating the literature; evaluating
and selecting the literature review; organizing the literature; and writing the literature

review.

In the present research, the key terms that underpinned the literature review were:
records management, management of electronic records and e-government. The study
identified a number of literature sources, including journal articles, books, institutional
websites, newspapers, online periodicals, previous studies, statutory and legal
documents, international and nation standards, blogs, online social networking
professional groups, oral interviews, official memos and letters, academic works
(thesis/dissertations). The researcher evaluated the credibility of the literature sources
based on the authority of the author and how current the source is, limiting to sources
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not more than ten years old except for statutory, legal and regulatory documents, as

well as government/official directives e.g. circulars.

3.2 LITERATURE REVIEW MAPPING

Literature review mapping is establishing a conceptual map of topics and ideas and
showing their relationships to allow a researcher to show the connections between the
key concepts within the literature review (California State University 2008). According to
Machi and McEvoy (2008) and Kamler and Thomson (2006) mapping of literature is a
predominant strategy used in guiding literature reviews in doctoral researches. It is a
diagrammatic or graphic representation of the relationship between key concepts
underpinning the literature review, showing the flow and relationships that informed a
researcher’s decisions in reviewing the literature. Mapping helps to focus the literature

review to ensure the study remains aligned to the key issues under investigation.

According to Machi and McEvoy (2008), there are two main approaches to mapping
literature review: use the core ideas underpinning the study or mapping by authors,
which means identifying key experts in the field under investigation to provide the

conceptual map.

The present study’s literature review map was based on the key ideas that described
the research topic. Figure 3.1 provides a graphical representation of the conceptual

map of the literature review of the present study.
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Fig. 3.1. Literature review map
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3.3 THEORETICAL FRAMEWORK

This section provides a discussion of the theoretical frameworks that underpinned the

present study.

A number of authors present definitions of the word theory both from a scientific or
general viewpoint (Eagleton 2008; Johnathan 2005; Kothari 2004; Stoner et al. 2003;
Mugenda & Mugenda 1999). The thrust of their definitions is that a theory is a set of
hypotheses, assumptions or propositions, logically or mathematically linked, offered as
an explanation in general terms for a wide variety of connected natural observable

phenomena.

In common usage, the word theory is often used to signify a conjecture, an opinion or
speculation that explains a group of observed facts in a particular field (Eagleton 2008;
Nonaka 2005). A theory makes generalizations about observations and consists of an

interrelated, coherent set of ideas and models.

In research, theories help researchers to draw conclusions, develop the body of
knowledge and even generate more advanced and improved theories (Eagleton 2008;
Johnathan 2005; Kothari 2004; Stoner et al. 2003; Cozby 2001). Ocholla and Roux
(2011) note that a theory serves as a lens through which a researcher examines a
particular aspect of his or her subject field. Redish (2004) describes a theory in research
as a shared language and assumptions that can both guide and allow us to compare
different approaches and ways of thinking. It is therefore important that every research
has some theoretical inclination within the subject of study, against which the

researcher can build his thinking and draw conclusions. In scientific research, Kemoni
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(2008) says that theories serve four purposes: description, explanation, prediction and

control.

Cleland (2006) indicates that a theory can be a mathematical or logical explanation or a
testable model of the manner of interaction of a set of natural phenomena. Therefore,

models can be used to explain theories.

A model is a simplified representation of a real situation including the main features of
the real situation it represents (Kemoni 2007). It is a description of phenomena

abstracted from the complex and detailed real situation.

According to Alasuutari (1996) and Grant and Osanloo (2014), theoretical frameworks
provide a general viewpoint in which a case can be assessed. They provide the
structures and visions for studies. Grant and Osanloo (2014) state that theoretical
frameworks can be used in quantitative, qualitative and even mixed methods

researches to structure all spects of the research.

The present study triangulated the Model Requirements for Management of Electronic
Records (MoReq) model (on the MER component) and the United Nations five-stage e-
government maturity model (on the e-government component) as the theoretical
frameworks of the study. All aspects of the models were used to guide the study hence

the theoretical framework.

In the present study, the theoretical framework was essential in structuring the literature
review, the research questions, data collection, data analysis and the interpretation of

the findings as well as in constructing the recommendations. Issues on e-government in
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the study were visioned along the the five stages of the UN Model, whereas those on
MER were interrogated in line with provisions of the Moreq model with regard to MER,

as discussed in sections 3.3.1 and 3.3.2 below.

3.3.1. The MoReq Model

The MoReq (Model Requirements for Management of Electronic Records) was
developed in 2001 by the European Commission. The model focuses purely on the
functional requirements for management of electronic records by an electronic records
management system (European Commission 2001). The requirements embodied in the
MoReq specification should, if implemented, result in a system, which will manage
electronic records with the desired levels of confidence and integrity, by combining both
the advantages of electronic ways of working with classical records management
theory. Examples of this pragmatic approach include the incorporation of requirements
for document management, workflow, metadata and other related technologies.
Intentionally, the specification addresses only the capabilities required for the
management of electronic records by computer software. Among the specifications
given by the model are: classification schemes for electronic records, controls and
security, capturing of electronic records, retention and disposal, searching and retrieval,
metadata requirements and other non-functional requirements like ease of use,

encryption, electronic signatures amongst others (Lappin 2011; Cain 2002).

The MoReq model is particularly relevant to this study and is the model of choice for the
study because of its dedicated focus to the management of electronic records. The

model also provides a rich combination of the advantages of electronic ways of working
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with classical records management theory. MoReq provides clear indications on how
MER would fit at every stage of e-government service delivery. The model does not only
provide principles but also technical guidance on practical implementation of systems

for managing electronic records, which is central to the present study.

Other models in MER that were reviewed included the ICA Model on Requirements for
Electronic records Systems and the State University of New York ERM Models.
However, the two models were not considered suitable to form a theoretical framework
because of their narrow focus on only the principles of MER. Unlike the MoReq model,
they do not offer comprehensive guidelines on the technical management of electronic

records and the integration of systems for MER into electronic business operations.

3.3.2. The United Nations Five-Stage E-government Model

In 2001, the United Nations proposed a five-stage model (United Nations 2001) for
assessing e-government maturity. The model provides the following five stages of e-
government development (Karokola, Kowalski & Yngstrum 2012; Karokola & Yngstrum

2009):

Emerging web presence - this is the initial stage where government websites
provide mostly basic and limited static information with less

options for citizens.

Enhanced web presence — this is the second stage where there are
improvements of government websites in-terms of providing

dynamic, specialized and regularly updated information. Among
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the website features include search facilities, on-line help and

site maps.

Interactive web presence — users and service providers are connected to
government portals (websites). Interaction becomes more
sophisticated than in the former stage. Services such as search

facilities and accessibility of various forms are enhanced.

Transactional web presence — this stage allows two-way interactions between
the citizen and the government. At this level, users can conduct
complete online transactions including buying and selling

activities.

Seamless/Networked web presence — this is the most sophisticated level of e-
government service delivery, where all services and functions
across all government levels are integrated. At this level,
citizens can access any kind of services from a central location

at any given time.

The present study considered the UN 5-stage model relevant to the present research

because of elaborate description of the e-government development cycle. It provides a

more elaborate view of e-government development compared to other models reviewed

as discussed below. The model views e-government in context of service delivery,

which is the spirit of the present study, and not just mere delivery of information as the

Deloitte and Touche model.
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Other e-government maturity models that were reviewed and considered inadequate for
theoretical framework included: the E-government Four-Stage Model by Karen Layne
and Jungwoo Lee of University of Nevada Las Vegas, College of Urban Affairs ( Layne
& Lee 2001); Gartner's E-Government Maturity Model (Al-Khatib 2009; Savic 2006;
Karokola & Yngtrum 2002; Baum & Maio 2000); West’'s Four-Stage Model (Darrel West
2000); Deloitte and Touche’s Six Stage Model (Deloitte & Touche 2001). The models
were considered inadequate because despite most of them having only four steps, they
do not directly capture service delivery as a principal objective of e-government as does
the UN five-stage model. Similarly the Deloite and Touche’s six-stage model, besides
having six stages of e-government maturity, focuses more on information management

and access to information than service delivery.

The MoReq and UN 5-Stage Models complement each other in the sense that their
combined analysis provides an indication on how management of electronic records
plays at every stage of e-government development. They also offer a basis to assess e-
government maturity and determine how to integrate electronic records systems at each
level of e-government. They also demonstrate that at every level of e-government
maturity, regardless of number of stages contemplated, management of electronic
records is central to the success of e-government since every stage involves

information creation, management and dissemination.
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3.4 MANAGEMENT OF ELECTRONIC RECORDS

In Chapter One, a discussion of the difference between electronic records management
(ERM) and management of electronic records (MER) was provided. This section

focuses and expands on the MER to present fundamental concepts underpinning MER.

3.4.1 Key Concepts

This section presents a discussion of key concepts in management of electronic

records.

3.4.1.1 Electronic Records
Section 1.2.1 has provided a comprehensive definition of a record generally regardless
of media or format. Section 1.3 has defined what an electronic record is from a records

management viewpoint.

The Merriam-Webster Dictionary (2015) states that by electronic, it means “operating
through the use of many small electrical parts (such as microchips and transistors),
produced by use of electronic equipment or operating by means of a computer”. The
Business Dictionary (2014), indicates that by ‘electronic’, it means ‘device or technology
associated with or employing low voltage current and solid state integrated circuits or
components, usually for transmission and/or processing of analog or digital data”. The
Oxford Dictionary (2015), also points to the same definition that electronic refers to “a
device having or operating with components such as microchips