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ABSTRACT 
 

One of the challenges that the Lusaka District Education Board Secretary‟s (DEBS) office has 

been facing is misplacement of teachers‟ files. Teachers, who went for document verification and 

processing, complained of time wasting in the location and retrieval of their records. The time 

that a teacher spent at the District Education Board Secretary‟s (DEBS) office resulted in 

reduced productivity on the part of the teacher concerned because such a teacher would not be in 

class teaching. This study therefore aimed at identifying drivers of poor record keeping and 

management at the DEBS office and come up with recommendations that would lead to 

improvements in record management.  

 

Both probability and non – probability sampling approaches were used. The probability 

(random) sampling was used to select 40 respondent teacher from four schools in Lusaka 

District. The non – probability (systematic) sampling was used to select the eight registry staff at 

DEBS office and one Human Resource Officer from the same office. 

 

The research established that the DEBS‟s Registry office is staffed with unqualified Registry 

Clerks. The personnel in-charge of managing records did not have relevant qualifications and 

competencies in record management. They were learning the skill on the job and in the process, a 

lot of mistakes in record management could be expected from such ill qualified personnel. The 

Registry did not also have a copy of the Record Management Policy and the Registry Service 

until September, 2018. This made it difficult for the personnel to follow the Guiding Principles 

stipulated in the policy as regards efficiency, accessibility, confidentiality and protection of files.  

In addition, the registry did not also have the Registry Service Manual used for classification, 

indexing, and numbering of official mail/ papers in government departments. This also led to 

misfiling, misclassification and difficulties in retrieving files. 

 

In the face of the established challenges, it was recommended that DEBS office migrates from 

manual paper filing system to electronic record management system. This would improve the 

efficiency in handling public records. The registry personnel should also be trained in record 

management while considering decentralising record management to zones. 
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                                                           CHAPTER 1 

                                                       INTRODUCTION 

1.1    Background of the Study 

Record keeping is a fundamental activity of public administration. Without records there can be 

no rule of law and no accountability. Public servants must have information to carry out their 

work, and records represent a particular and crucial source of information Ngoepe, (2004). 

Records provide a reliable, legally verifiable source of evidence of decisions and actions. They 

document compliance or non-compliance with laws, rules, and procedures. Governments can no 

longer justify taking action with little or no reference to past performance or future goals. Nor 

can they justify parallel or duplicate services when they can combine services and reduce costs. 

Client service, quality performance of tasks, and measurable outcomes are increasingly 

important responsibilities, and these aspirations all depend on accessible and usable records.  

 

Yet, in many countries around the world, record keeping systems are unable to cope with the 

growing mass of unmanaged records. This is particularly true in countries with limited financial 

or administrative resources or where records and archives managers lack training or professional 

development opportunities. Administrators find it ever more difficult to retrieve the information 

they need to formulate, implement, and monitor policy and to manage key personnel and 

financial resources. This situation impedes the capacity to carry out economic and administrative 

reform programs aimed at achieving efficiency, accountability, and enhanced services to citizens.  
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The Ministry of General Education is one the biggest employers among the ministries in Zambia. 

At the same time, it is one of, if not the only one where teachers‟ files which contain all the 

records concerning the details of employment, disciplinary action, promotion to name but a few 

were kept but disappeared without any explanation by the people who are charged with 

responsibility of organizing and storing those record files. It is a very frustrating situation to 

those teachers who wished to refer to their documents as they continued progressing in their 

career or wish to receive confirmation at the end of their probation period so that they could 

receive recognition as part of the civil service. 

Lusaka District Board Secretary‟s office is faced with a challenge of misplacement of teachers‟ 

files. Teachers in Lusaka District who go for document verification or who wished to use their 

records for different purposes spent hours or days before their files could be located. The 

unfortunate teachers have from time to time received what is called temporal files as opposed to 

the actual ones which could not be located. 

1.2    Elements of the Records Management Program 

Records provide the “official” evidence of the activity or transaction they document. They show 

proof that an activity took place and how it was carried out. Records do not only document 

activities but also decisions that were made by different officials in the education sector. 

Therefore, to be reliable they must have authority, i.e. by whom was the record generated or 

issued, under what authority and can this authority be proved? Records can be used as evidence 

in cases of litigation and to be acceptable for submission they must be official. The obvious 

indicators of the official nature of records are signatures, letterheads, seals and office stamps. 

However, where these are not apparent indicators, continuous safekeeping of records also 

protects their reliability. A record can be reliable in the sense that it is accurate and complete 
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thereby be a reliable source of information of the past and present state of an institution (Barata, 

etal, 2001). 

 

According to Massey University (2013), vital records refer to those records without which an 

organization could not continue to operate as they contain information needed to re-establish the 

organization in the event of a disaster which destroys all other records in the organization. Unlike 

important and useful records vital records are usually irreplaceable and require the highest 

degree of protection (Read and Ginn, 2007). Kennedy and Shoulder, (1994) further added that 

vital records protect the assets and interests of the Ministry of Education as well as those of its 

clients and shareholders. The three major elements of a vital records protection programme are 

the identification of vital records for an organization, assessment and identification of risks and 

methods of protection. 

 

Records management personnel must have clear procedures and guidelines, planning and 

strategy statements and disposition authorities. The formulating of a records procedures manuals 

and policy that obliges all employees to create and maintain records that meet the legal, 

regulatory, fiscal, operational and archival needs of the organization cannot be overemphasized. 

Records procedures manuals and policy will clearly spell out who should do what and when 

(Chaterera, 2013).  

Like other professions, records and information management requires skilled and well trained 

staff. Failure to recognize this factor will render all the efforts to institute a good records 

management program futile. Today‟s business environment is dynamic and ultimately its policies 
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and procedures. In view of this records management programmes must constantly be reviewed to 

accommodate the changes. 

1.3   The Ministry of Education in Zambia  

Zambia attained her political independence from Britain on 24th October 1964. During the 

period between 1890 and 1964, the provision of education in the country was mainly in the 

hands of missionaries. Had it not been for the missionaries, primary and secondary education 

could have delayed much longer coming to Zambia (Kelly M. J., 1999). The missionaries laid 

the foundation of the education system on which Zambia continued to build. At independence 

there were two education systems running parallel on racial lines one was for the Europeans and 

the other for the Africans. The European schools catering for the whites, Asians and coloured 

were well funded, provided with good learning facilities, and sufficiently staffed with qualified 

teachers. African schools, on the other hand were neglected, poorly funded, staffed with ill 

qualified teachers, under staffed and with poor learning facilities. Consequently, African 

education lagged behind in development.  It became a responsibility of the new African 

government to integrate the two systems in order to deliver effective education to the Africans. 

  

Hansangu (2012) stated that “an education policy sets the vision and strategy for educational 

development, mobilization, support and cooperation for implementing the vision and strategy 

forms a wide range of constituencies”. Several education policies have been developed in 

Zambia with the aim of providing a vision and strategies in the provision of education. The most 

significant being the Education Reforms of 1977, Focus on learning of 1992 and the Educating 

Our Future of 1996. Kasonde (2003) stresses that the major education policy pronouncements 

were contained in the Educational Reform Document (GRZ 1977). 
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Ministry of Education (MOE) (1996) noted that the educational reforms stressed and expressed 

education as an instrument of personal and national development. Focus on Learning emphasized 

the mobilisation of resources for the development of school education. While Educating Our 

Future addresses the entire field of formal education with special emphasis on democratisation, 

decentralisation and productivity on one hand and curriculum relevance and diversification, 

efficient and cost-effective management, capacity building, cost sharing and revitalized 

partnership on the other.  

 

In view of the National Educational Policy of 1996, the Ministry of Education decentralised and 

devolved power, authority and the relevant functions from national and provincial headquarters 

to the districts, colleges and schools. Within the decentralised system, the Ministry of Education 

headquarters retained responsibility for key national functions like; Making legislation, policy 

formation, planning, resource mobilisation and allocation, developing a national curriculum, 

setting standards and evaluation, collecting and analysing data and providing effective 

mechanisms for accountability at different levels. The organisational structure of the Ministry of 

Education was changed so that the restructured Ministry would be more responsive to the 

changing needs and requirements of society and improve its operational efficiency and 

effectiveness. 

 

The Ministry of Education Headquarters had six departments. The first being Planning and 

Information Unit responsible for the formulation, analysis and review of educational policies 

within the framework of national development policies. The Directorate plans, provides and 
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coordinates the delivery of education at all levels. It facilitates the building of, rehabilitation and 

maintenance of educational infrastructure. Standard and Curriculum Unit is responsible for 

developing a relevant diversified curriculum for pre-school, primary school, secondary school, 

teacher education and distance learning. It develops, provides and approves educational 

materials. The Standard and Curriculum Unit also assesses and evaluates teaching and learning 

as well as control the quality of education at all levels of education delivery. The department of 

Teacher Education and Specialized Services is responsible for providing and facilitating 

education which does segregate. It also promotes community participation in the provision of 

education. The Human Resource and Administration develops and manages human resources. 

The Unity promotes and strengthens communication between the Ministry of General Education 

and the community. The department of Distance Learning facilitates and provides education to 

the disadvantaged and vulnerable in the community. It is responsible for promoting literacy, 

distance learning and reading culture in the nation and ensures increase in access to education for 

all Zambians. Accounts and Audit Unity mobilizes financial, material and resources.  

 

1.4    Statement of the Problem 

Hoyle and Sebina (2007) observed that at the Ministry of General Education, where the files of 

the Teaching Service Commission were kept, access to files for specific teachers was not easy. 

The general picture is that registries are struggling to maintain registry systems. Staff at the 

ministries and departments did not always provide copies of correspondence to registries for 

filing, which resulted in records being lost and the registry staff being blamed for missing 

documents. Marutha (2011) observed that the implementation of a records management 

programme can be hampered by lack of well-trained records management personnel and added 
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that people needed to be capacitated through training and education with the skills, knowledge 

and ability to establish the necessary record keeping framework.  

In this regard, fostering accountability, transparency and good governance in the Ministry of 

Education and its departments and may not be possible without properly managed records. 

Bennett and Mannix (2002) observed that organisations where records are poorly managed, 

business operations are crippled and the rights of citizens, employees and the wider community 

may be compromised. Chaterera (2013) emphatically stated that “delays and failure to access 

services due to missing or misplaced records from public institutions is a common challenge in 

Africa.” 

 

Record keeping is a fundamental activity of public administration. One of the challenges that the 

Lusaka District Education Board Secretary‟s (DEBS) office has been facing is misplacement of 

teachers‟ files. Teachers, who went for document verification and processing, complained of 

time wasting in the location and retrieval of their records. Teachers took a long time at the 

District Education Board Secretary‟s (DEBS) office for their files to be located. The length of 

time that a teacher spent at the DEBS‟ office translated into loss of productivity on the part of the 

teacher concerned because such a teacher would not be in class teaching. There was therefore 

need to identify drivers of poor record keeping at the District Education Board Secretary‟s 

(DEBS) office and recommendations be given for improvement. It was in this light, that this 

proposed research work examined and assessed what constituted bottlenecks in the records 

management at the District Education Board Secretary‟s (DEBS) office in Lusaka and practical 

solutions to the challenges be sought. 
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1.5    Purpose of the study 

The purpose of the research was to assess the record management practices and education levels 

of records management staff at Lusaka District Education Boards Secretary‟s (DEBS) office in 

order to identify problems and challenges hindering effective record management and 

recommend practical solutions thereof.  

1.6    Significance of the study 

It is expected that the outcomes of this research will be used by management and registry staff to 

facilitate and formulate processes and procedures that promote efficient records management at 

the DEBS office in Lusaka. 

1.7   Aim of the study 

The aim of this study was to assess the education levels of records staff at the District Education 

Board Secretary‟s (DEBS) office and assess the extent to which the DEBS office created, managed 

and disposed of records in accordance with key records management principles and practices. 

1.8    Specific Objectives 

 To realize the research goal, five specific objectives will be pursued. These are:  

i. To establish the challenges affecting the execution of an effective records 

management program at DEBS office in Lusaka District. 

ii. To determine the type of filing system used in keeping records at the 

DEBS‟ office.  

iii. To assess the knowledge levels of registry staff at DEBS Lusaka. 

iv. To determine teachers‟ perception of records keeping at Lusaka DEBS 

office. 
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1.9    Research Questions 

i.          What challenges do the of registry staff faced in managing teachers‟ records?  

ii.          What elements of the records management program, infrastructure is?                                   

          available and used at Lusaka District Education Board Secretary‟s (DEBS)    

          office? 

iii.          What are the knowledge levels of registry staff at Lusaka District Education?  

          Board Secretary‟s (DEBS) office?  

           iv.                What are the views of teachers concerning record keeping at Lusaka DEBS    

                                office? 

1.10   Delimitations of the Study 

The study was conducted among the, Human Resource Manager, the Registry staff and selected 

40 teachers from Chankunkula, Kamanga and Chainda Primary Schools and Chelstone 

Secondary school in Lusaka District. 

1.11   Limitations of the Study.  

This was limited the District Education Board Secretary‟s office and registry for Lusaka District. 

As such, generalizing the findings to all other DEBS offices in the country may be erroneous 

even though some findings may hold true. This is because other DEBS offices may be affected 

by different challenges. 

1.12   Conceptual Framework 

Thurston (2005) and Iwhiwhu (2005) underscore that reliable, timely and accessible records 

should make available information about administrative actions, such as resources received, 

committed or spent resources which facilitate and simplify accountability. Properly managed 

records are filed according to the filing plan or system. Retrieval is a matter of minutes, instead 
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of hours. This is because records are easily identified by the file or reference number on the 

filing plan and then retrieved from the filing shelves as there will be no misfiling if properly 

managed.  

 

Below is a diagram showing both dependent and independent variables of records management 
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Figure 1: Conceptual Framework on Record Management 
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In this diagram, records Management is the dependent variable while the infrastructure, 

human resource, policy guidelines, life cycle and filing system are the independent variables 

without which records cannot be managed. 

Infrastructure includes the room, selves, drawers and computer facilities where record files 

are secured. Human Resource includes the registry personnel and their supervisors. Filing 

system means the method used to keep records; as paper filing or e-filing system. 

 

 The “Life Cycle” of records creation (birth), maintenance and use (life), and disposition 

(death) is a way to imagine how records are commonly used. Upon creation records will be 

used as evidence or as reference to an event. Overtime, the record will be referred to less 

frequently, until it is no longer required. At that point a decision is made either to destroy or 

archive the record depending on whether it has archival value. 

 

` 

 

           

 

 

 

                                          Figure 2: Records Management Manual 
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A policy is a set of coherent decisions with a common long-term purpose. A records 

management policy is a cornerstone of effective management of records in an organisation. It 

gives guidance on the formulation of record, storage or security, disposition and or transfer to the 

archives.  

 

 Records and documents provide evidence of information about an organisation‟s activities   and 

transactions. They are created “to support and manage work, to record why, when, where, and 

what capacity and by whom particulars where carried out” (Ketelaar, 2000).   

 

Properly managed e- records with no capturing errors can simply be searched on the e-records 

management system. This can be made by punching the reference number, subject, keyword or 

any other options of the record required as programmed and created by the system, on the 

keyboard and then accessing the e-document on the screen. For example, when the doctor is 

treating a follow-up patient she or he will need medical records to check the medical history of 

the patient before commencing with the follow-up treatment or any new consultation. In order to 

save time, the doctor must have quick access to the records to avoid long patient waiting times 

for the health services. This can only be possible if the records are properly managed in the 

hospital. Thurston (2005) states that ineffective records management leads to files being piled in 

different offices and corridors, as a result of dumping difficult personnel to the records 

management unit and lack of continuous training, lack of policies and procedures and standards. 

Ngoepe (2004) stressed that good record keeping saves time since there is no hassle when 

searching for information. Records alteration and access are easily traced through an audit trail 

and records are easily disposed of as per relevant legislative framework, such as National 



13 

 

Archives Act and Provincial Archives. With the knowledge of these studies, the current study 

therefore seeks to find out the challenges which have come with the management of teachers‟ 

records files at the District Board Secretary‟s office in Lusaka District and how it has impacted 

on the delivery of services within the Ministry of General Education. 

1.13    Records Management Theory 

The Herzberg (1968) Two Factor Theory will be used in this study. The two factors are: 

Motivational factors and Hygiene or Maintenance factors. Motivational factors include 

achievement, recognition, the work itself, responsibility, advancement and growth. While 

Hygiene factors include company policies, supervision, relationship with supervisor and peers, 

work conditions, salary, status and job security.  

 

According to Herzberg, the factors leading to job satisfaction are “separate and distinct from 

those that lead to job dissatisfaction.” Therefore, if an Organization sets about eliminating 

dissatisfying job factors, it may create peace but not necessarily enhance performance. 

Addressing characteristics of job dissatisfaction does not satisfy employees. Instead employees 

are satisfied by factors such as provision of opportunities for achievement, recognition of 

people‟s contributions, giving as much responsibility as possible to each team member and 

offering training and development opportunities to enhance efficiency and effectiveness of 

individuals. 

1.14   Operational definitions of terms Used 

The following terms used in this study have these meanings:  
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Active records: in the study refer to records that were frequently used or referred to by Ministry 

of Education, Science and Vocational Training and Early Education for administrative and 

operational purposes. 

Archives: Refers to records that have archival value and the physical place where archival 

materials and records are stored.  

Classification: It is the process of identifying categories of business activities and the records 

they generate and grouping them into files to facilitate description, control, links and 

determination of disposal and access (GRZ, 2006). 

 

Confidential files: refers to files of employees in the Ministry of General Education whose 

access and use is restricted to only certain officers.  

 

Inactive records: in the study refer to Ministry of General Education records that were no 

longer referred to and were supposed to be permanently destroyed or transferred to the National 

Archives of Zambia.  

Records centre: refers to secondary storage facilities in the Ministry of General Education 

where semi-active records that are not referred to regularly are stored.  

Record: refers to any document created or received by the Ministry of General Education in the 

course of executing their duties and retained for evidential, fiscal and administrative purposes.  

International Records Management Trust (1999) define a record as “a document regardless of 

form or medium created, received, maintained and used by an organisation (public or private) or 

an individual in pursuance of legal obligations or in the transaction of business, of which it forms 

a part or provides evidence.” 
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Records management: “That area of general administrative management concerned with 

achieving economy and efficiency in the creation, maintenance, use and disposal of the records 

of an organization throughout their entire life cycle and in making the information they contain 

available in support of the business of that organization.” (IRMT, 1999:14)  

 

Registry: refers to a place where active records are stored in the Ministry of Education.  

 

Registry personnel: refers to a clerical worker at the DEBS whose primary function is to 

perform routine registry duties such as sorting, classification and filing records.  

 

Semi-active records: in the study refer to records that are no longer active but were referred to 

from time to time. 

 

1.15   Summary 

In this chapter, the background information of the study, Elements of Records Management 

Programme, the Ministry of Education in Zambia, the statement of the problem, the purpose of 

the study, the significance of the study, the aim of the study, the objectives of the study, research 

questions, delimitation of the study, limitations of the study, the conceptual framework, records 

management manual, records management theory and finally the operational definitions of terms 

used have been discussed. Chapter two will review the literature relating to records management, 

knowledge levels of records management personnel, the records management programme and 

records management policy. 
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                                                               CHAPTER 2 

                                       REVIEW OF LITERATURE 

2.1   Introduction 

The previous chapter discussed in detail the background information of the study, Elements of 

Records Management Programme, the Ministry of Education in Zambia, the statement of the 

problem, the purpose of the study, the significance of the study, the aim of the study, the 

objectives of the study, research questions, delimitation of the study, limitations of the study, the 

conceptual framework, records management manual, records management theory and finally the 

operational definitions of terms used. In this chapter, knowledge levels of the records 

management staff, the records management programme and records management policy will be 

discussed. 

 2.2     Overview 

This chapter provides a review of literature related to the study. The literature reviewed relates to 

records management theories; records management and the public sector; Knowledge levels of 

the records management staff; the records management programmes; and challenges in records 

management. 

2.3   What are records? 

 

There is sometimes a lack of clarity about what is meant by „records‟ in relation to the more 

general term „information‟. Records include all the documents that institutions create or receive 

in the course of administrative and executive transactions. The records themselves form a part of 
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or provide evidence of such transactions. As evidence, they are subsequently maintained by or on 

behalf of those responsible for the transactions (The World Bank and IRMT, 2000). 

While all records convey information, not all sources of information are necessary records. 

Records arise from actual happenings; they are a „snapshot‟ of an action or event. They offer a 

picture of something that happened. To serve their purpose in providing reliable evidence, 

records in both paper and electronic form must be accurate, complete and comprehensive. 

Records are created in ever increasing volume in different organisational and technological 

environments and so meant different things to different professions. The Information Society 

Organisation (2001) defines records as “information created, received and maintained as 

evidence by an organisation or person, in pursuance of legal obligations or in the transaction of 

business”. The International Council on Archives (2004) Committee on Electronic Records 

defines a record as “recorded information produced or received in the initiation, conduct or 

completion of an institution or individual activity.” The key word in these definitions is 

evidence. In simple terms a record can be defined as “evidence of an event”. This evidence must 

have content, medium of presentation and must be presented in a logical manner that should not 

be misunderstood. Observing these qualities leads to creating records which are reliable, 

complete, authentic and fixed (not altered).  

2.3.1   Uses of Records 

Within governments records are created and used on a daily basis to document actions, confirm 

decisions, identify rights and responsibilities, and communicate information. Without records, 

governments and business simply could not operate (The World Bank and IRMT, 2000). 
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Governments use records for documenting the work of employees, confirming pensions, leave 

and health benefits, confirming or reviewing policies and procedures, confirming citizens‟ rights, 

such as benefits, or land ownership and providing information about past actions or decisions. 

 

While most records do not need to be kept permanently, a small but significant portion has 

enduring value. It is this portion of a government‟s records that are preserved within public 

archival institutions. Typical users in national and other archival institutions include professional 

or academic researchers from a wide range of disciplines, journalists, donor and lending 

institutions and anyone with a problem that could be solved by referring to records (The World 

Bank and IRMT, 2000). 

 

2.3.2   Classification of records  

According to Gates 1974, classification is defined as the systematic arrangement of objects, ideas, 

books, or other items which have like qualities or characteristics into groups or classes. Feather and 

Sturges (2003: 78) defined classification as “The systematic organization of books, serials and other 

documents in all media by their subject matter”. So, generally, classification has to do with grouping 

documents according to their content for easy accessibility and retrieval. 

Records are classed in folders and files which must be given meaningful, relevant and specific titles 

so that they can be easily found. Records, in folders and files, should be given names and notation 

marks that accurately reflect their content (Kite, 2006). 

 

2.3.3   Records Management 

Records management is the task of ensuring that recorded information, paper and electronic, is 

managed economically and efficiently. Records management controls the creation, maintenance, 
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use and disposal of records so that the right records are provided to the right person at the right 

time. 

The benefits of records management include reduced costs. Increased useable space, legal and 

regulatory compliance and increased efficiency (University Archives, 2007). 

According to The University of Melbourne (2001), records management is the capturing and 

maintaining of accurate, complete, reliable and useable documentation of activities of an 

organization in order to meet legal, evidential, accountability and social and cultural 

requirements of organization. Feather and Sturges (2003) see records management as “a 

systematic, on-going, organization-wide managerial effort to control all records regardless of 

medium created or received in the normal course of an organization‟s affairs”. The objectives of 

records management include cost reduction and avoidance of high operating expenses, improved 

efficiency and productivity by quick access to needed records, reduction in incidence of lost 

information, enhanced litigation avoidance and support, increased audit compliance (Feather and 

Sturge, 2003). 

Indeed, records management allows money to be saved on filing cabinets, file folders and the 

cost of employee time spent filing and retrieving records. Additionally, space may be reclaimed 

in closet and on hallways that is currently taken up by records. Expensive commercial records 

storage may be reduced or eliminated at the same time, the space used for records retention may 

be assigned to other productive purposes (University Archives, 2007). 

 

2.3.4   Methods of Filing  

The importance of record-keeping and filing systems cannot be stressed. A wee-planned system 

contributes significantly to efficiency of operation as well as to a company‟s image. Whether 



20 

 

records are filed in a computer or in a steel cabinet, they have to be readily accessible (National 

Archives of Australia, 2003).  

Some of the questions which may be asked are: what are the records? Where should they be 

filed? Who else has copies of the same record? Answers to these questions give clue as to how 

and where the records should be filed. 

 

It may be discovered that the needed information is difficult to obtain due to the filing system or 

lack of one. In analyzing filing system sustainability, it becomes necessary to expand the file 

system capacity, to maintain the duplicate files of the same files.  

 

Using the filing procedures of inspecting, marking, follow-up and cross-reference, sorting and 

finally filing which is the actual placing of documents in folders in a pre-determined plan, the 

supervises utilizes filing systems such as Alphabetical, Numeric, Geography, Subject, or 

Chronologic (Australian Government, 2007).  

 

With large volumes of records being produced daily, the need for organised system of retrieval 

becomes necessary. Businesses use different types of retrieval systems, ranging from paper 

organisation to expensive databases. However, regardless of the complexities involved, the goal 

is the same: pull the right record at the right time to help with business decision-making 

(Lawson, 2008). 

 

The filing system used in most cases would allow for quick retrieval or the required record or 

delays in retrieval. It is therefore imperative that a filing system that all records personnel are 
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familiar with is used to file documents in the registry since it will not give challenges in locating 

the files. The records disposal schedule must be used in order to prevent overcrowding the 

registry with inactive record files. In the case of paper files, a reasonable monetary allocation is 

required to purchase lockable drawers, lockers and all stationery that is necessary to secure both 

regular and confidential files. 

2.4   Knowledge Levels of the Records Management Staff  

Once records management policies and procedures are created and adopted, it is important to 

train all staff members in their implementation and to ensure that staff members follow the 

policies and procedures. Following training, staff members should be held accountable for their 

records management activities. For good management of records, it is important that various 

categories of personnel involved in the management of information, records and creators and 

administrators, IT personnel, records managers and archivists as well as records creator and users 

be well trained (McLeod et al, 2004). 

 

Australian National Audit Office, (2012) noted that appropriately trained registry personnel were 

required to assist with the implementation of a records management framework. Salleh, etal, 

(2011) observed that good employee performance is considered as the measure of the quality of 

human capital held by the organization and it is determined by among other factors skill level 

and motivation. They stressed that the quality of employees is the major influence on 

performance and that for state governments, employees‟ job performance is very important as it 

will reflect the government performance. New South Wales (2004) argued that specialist records 

management skills were required to develop the framework of the records management program, 

implement the records management program and to manage the records of their organization. 
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Salleh, etal, (2011) posit that persons possessing high skills in job knowledge, unique skills, 

intelligence and work methods will succeed in their task or job. Ngoepe (2008) noted that 

education plays an important role in updating knowledge and skills and that it enhances the 

resourcefulness of the records managers. In fact, training and education are considered as 

indicator of skills level. Ngoepe (2008) further observed that governmental bodies generally 

ignore the qualification criteria and appoint records managers at a relatively low level which 

negatively impact on their ability to manage records effectively. Perhaps this could be attributed 

to what Hoyle and Sebina (2007) reported, that some officials in Zambia suggested that 

traditionally records management received low recognition in the public service and was 

considered to be work that could be done by anyone, regardless of skills and qualifications. Marutha 

(2009) observed that the implementation of a records management programme in Namibia was 

hampered by lack of well-trained records management personnel and added that people needed to be 

capacitated through training and education with the skills, knowledge and ability to establish the 

necessary records keeping framework. Hoyle and Sebina, (2008) mentioned that generally records 

managers in government Ministries, Departments and agencies in Botswana had no formal training 

and consequently possessed inadequate skill levels. They found that this was despite the fact that 

records and archives training and education was available in Botswana and the programme being 

considered one of the best in Africa. Ngoepe, (2008) remarked that upgrading of skills can be 

achieved through workshops, vendor-sponsored programmes, professional seminars and college or 

university-level courses. Also as people interact, they learn new skills and gather information that 

promotes future performance potential during work experience. Thus the longer the period one has 

been employed, the more experience and better skill is obtained resulting in increased productivity 

and job performance. In other words, experience allows the accumulation of skills and knowledge 

that make an employee more productive and more valuable (Salleh, etal, 2011). 
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The conclusion is that since knowledge levels of records management staff is low as observed in 

other countries and this results from poor or lack of training leading to inefficiency of these 

employees. In view of this, the government of the Republic of Zambia needs to come up with a 

deliberate policy of capacity building in records management.  

2.5   The Record Management Programme  

According to Ngoepe (2008) a records management programme “seeks to efficiently and 

systematically control the lifecycle (creation, use, maintenance, archive or disposal) of records 

that are routinely generated as a result of activities and transactions.” Odeyemi, etal, (2011) 

stressed that a well-organized records management programme saves a lot of money for the 

administration of the Public Service by helping to control the quantity and quality of information 

created and by ensuring the maintenance of the information in a manner that effectively serves 

the need of the organization. Barata, etal, (2001) reiterated that a Records management 

programme is concerned with achieving economy and efficiency in the creation, maintenance, 

use and disposal of the records of Ministries, Departments and Agencies and in making the 

information they contain available to support their business activities. Hoyle and Sebina (2007) 

in their study observed that in Zambia there is a lack of accurate, comprehensive and 

consolidated information management programme to support sound decision making. The duo 

posits that an improved record management programme ensures that important evidence is 

preserved in order to facilitate timely decision-making and support transparency in the Public 

Service and government at large.  

Kennedy and Schauder (1994) highlighted eleven elements of a comprehensive records 

management program. These include Records management feasibility study and Records survey; 
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filing system for active records; records retention and disposal planning; management of semi-

active and inactive records; management of the creation and generation of different types of 

records; vital records protection programme; policy and procedures documentation; training 

programmes and on-going review. Similarly Odeyemi, etal, (2011) stated that the structure and 

organization of a records management programme must be based on the following components: 

Personnel management; Financial management; Forms management and control; Reports 

management and control; Correspondence management and control; Records management 

procedures manual; Files management and control; Records Centre management; Vital Records 

management and control; Records inventory and appraisal; Records retention and disposition 

schedule; Directives management and control; Archives management and ICT management as 

well as Equipment management. 

 

The International Standard Organisation (ISO 15489-2001) on the other hand views records 

management as a field of management responsible for the efficient and systematic control of the 

creation, receipt and maintenance, use and disposition of records. The above discussions clearly 

show that records management focuses on the procedures and systems for creation of records, 

storage, retrieval and disposal of records. 

 

2.6    Records Management Policy  

Organisations should establish, document, maintain and publish policies, procedures and 

practices for records management to ensure that its business‟s need for evidence, accountability 

and information about its activities is met. 
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The International Standard Organisation (ISO 15489-2001) states that organisations should 

define a policy for records management. The objective of the policy should be the creation of 

and management of authentic, reliable and useable records, capable of supporting business 

functions and activities for as long as they are required. The policy should be adopted and 

endorsed at the highest decision making level and disseminated throughout the organisation. 

 

A proper record management programme guided by policies, rules and procedures will ensure a 

conducive records management environment Marutha (2011). According to the National 

Archives of Australia (2014) the purpose of the policy is to provide guidance and direction on 

the creation, generation and management of information and records and to clarify staff 

responsibilities. Hoyle and Sebina (2007) mentioned that a Records Management Policy 

provided a framework within which the records and archives of the United Republic of Tanzania 

were managed in accordance with statutory requirements and international standards. 

 

Records management policy is necessary for any organisation to know what document to keep 

and for how long. Managing the accumulation of records requires a records management 

program to provide systematic control of all records, regardless of storage medium, from 

creation to disposition. A successful program requires policies and procedures that administer the 

effective control and management of records and information (Gwinnet, 2002).  

 

These policies should be based on applicable laws of the land. When the policy is in place it 

means that all records created or received in the course of the work are records of the ministry 

and as such, must not be disposed of or removed without proper authorisation. 
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2.6.1   Records management processes 

The following are the processes of records management as described by the International 

Standards Organisation (ISO 15489-2001). Capture, registration, classification, indexing, access 

and security classification, storage and disposition.  

 

Capture is the process of determining that a record should be made and kept. This includes both 

records created and received by the organisation. In paper records systems, capture can be 

effected by physically placing a document into a chronological sequence within a file or folder 

that contains a title. 

 

Registration provides evidence that a record has been created or captured in a records system. It 

involves recording brief descriptive information about the record in a register and assigning the 

record a unique identifier.  

 

Classification is the process of identifying the category or categories of business activity and the 

records they generate and of grouping them, if applicable, into files to facilitate description, 

control, links and determination of disposition and access status. 

 

Index terms extend the possibilities of retrieval of records across classifications, categories and 

media. Indexing can be done manually or be automatically generated for electronic profiles. 

Once primarily a manual task, indexing today is computerised. Free text retrieval (full text 

retrieval) systems locate records based on searching their content. 
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Access to records is restricted only where it is specifically required by business need or by law. 

The access and security classifications may be assigned in consultation with the business unity to 

which they belong. 

Appropriate storage conditions ensure that records are protected, accessible and managed in a 

cost effective manner. 

 

Records with similar disposition dates and triggering actions should be readily identifiable from 

the records system. For example, paper based records with the same disposition dates and 

triggering actions can be stored physically together. 

Physical destruction of records is carried out by methods appropriate to their level of 

confidentiality. The organisation may maintain an audible trial documenting all destruction of 

records. Records in electronic form can also be destroyed by reformatting or rewriting if it can be 

guaranteed that the reformatting cannot be reversed. Backups containing generations of system 

data also need to be reformatted or rewritten before effective destruction of information in 

electronic form is complete. 

2.6.2   Management of Electronic Records  

Mnjama, (2003) argues that having proved itself over paper, most policy and decision makers 

consider electronic record as the quickest possible method of solving record management 

problems. He further notes that an electronic records management system could bring a lot of 

benefits to the organisation. Among them; security, simultaneous access, required attention, 

efficient storage and retrieval. The benefits of electronic records include saving space, reduction 

of costs and access to information. 
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It is true that space costs money. Mhalane (2005) argues that organisations are increasingly 

replacing their paper files with electronic records as a space saving strategy. Thousands of 

records originally in paper format are scanned and converted into computer files for storage in 

CD-ROMS taking up only a small part of space previously required by filing cabinets and boxes. 

Electronic records management has the ability to share and re-use information sources as 

opposed to paper records management. Purchasing of additional filing cabinets, file folders and 

additional off-site storage does not only cost the business more money, it enables the business 

lose efficiency and staff time when paper files cannot be located and retrieved as quickly as they 

are needed. Access to information is easy with electronic records management. According to 

Gross (2002), it is easy to retrieve any record from a laptop anywhere in the world.  

2.7    Summary 

 

The literature has highlighted that, in the world of change, information has become the most 

source of change in the success of organisations. In both electronic format and manual, 

information has to be managed well. It is clear from the literature reviewed that as paper records 

continue to be generated, there is a concern about the ability of organisations to manage and 

preserve electronic records that are needed to support the delivery of services. The literature also 

reviewed the fact that knowledge, skills and correct qualifications of registry personnel are a 

prerequisite of proper records management.  Emphasis was placed on the importance the records 

management policy since it is said to be very instrumental in assigning record keeping 

responsibilities. The next chapter will focus on the research approach, research design, study 

population, study population, sampling approach, sampling techniques, data gathering techniques 

and instruments, data analysis, ethical considerations, voluntary participation of respondents, 

anonymity and confidentiality 
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                                                       CHAPTER 3 

                                         RESEARCH METHODOLOGY 

3.1   Introduction 

Chapter two focused on knowledge levels of the records management staff, the records 

management programme and records management policy. This chapter discussed the research 

approach, research design, study population, study population, sampling approach, sampling 

techniques, data gathering techniques and instruments, data analysis, ethical considerations, 

voluntary participation of respondents, anonymity and confidentiality  

3.2   Research Approach 

Both the quantitative and qualitative approaches were used in this study. The quantitative 

approach was used to explore challenges experienced by 40 teachers in terms of retrieving their 

record files for input or otherwise at the District Education Boards Secretary‟s office (DEBS) in 

Lusaka District. The 40 teachers gave information which is representative of 6,751 teachers in 

Lusaka District. Information from teachers was collected in groups of ten (10) from four (4) 

different schools in Lusaka District. The formula K= N/n was used.  

Where: 

 K = required sample 

N = population 

n = interval 

To determine the interval, I divided the population by the required sample. For example; 

6,751/40 = 169. 

 



30 

 

Selecting from the entire population of teachers in Lusaka District (6,751), one hundred sixty-

nine (169) was the interval. Since the population was narrowed to forty (40), comprising ten (10) 

teachers from each school, the total number of teachers in these four schools was used as the 

total population which is just a fraction of the six thousand seven hundred fifty-one teachers of 

Lusaka District. 

 

Number of teachers from the four (4) different schools which were sampled was two hundred 

ninety-eight (298). That is school A-76, school B-82, school C-68 and school D-72. Therefore 

298/ 169 = 1.8 or simply 2. 

 

This therefore means that every name in the position of an even number was picked from of the 

four schools until the number ten was reached by four schools it totalled to 40 teachers. 

Example school A; 1, 2, 3, 4, 5, 6, 7, 8, 9, 10, 11, 12, 13, 14, 15, 16, 17, 18, 19, 20, 21, 22, 23, 

24, 25, 26, 27, 28, 29, 30, 31, 32, ……………….76  

 

The qualitative approach was used to obtain information from eight registry staff and one human 

resource officer at DEBS Office Lusaka. 

3.3   Research Design 

The study adopted a descriptive research design which included field visits to four schools and 

Lusaka District Education Board Secretary‟s office. A descriptive research secures evidence 

concerning all existing situations in a study, among other purposes Onyango (2001). Applied to 

this study, data was collected from respondents for the purpose of finding reasons which led to 

misplacement and loss of record files. This led to the establishment of problems faced by those 
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teachers whose record files go missing at the time that they are due for confirmation, promotion, 

retirement and several other reasons. It further described what has to be done in order to 

overcome the challenges which were being experienced at the time of this research. 

 

Descriptive survey research makes it possible to collect statistical data on the traits of education 

that interest policy makers and educators (Borg and Gall, 1989 in Orodho, 2005). Furthermore, 

involvement of a broad category of stakeholders, the study fits within the cross-sectional sub-types of 

descriptive survey study type. The study combined both qualitative and quantitative approaches.  

This combination allows flexibility while examining multiple factors. The quantitative strategy 

allowed the researcher to collect data in the actual context in which the phenomenon occurs. It has 

the advantage of getting responses to the same question from a large number of respondents which 

can be qualified and conclusions drawn (Bell, 1993). 

The qualitative research approach is best suited to investigate what happens in the workplace, 

what problems are being faced and how these problems could be addressed. The process includes 

literature review, theoretical framework formation, purposive sampling, fieldwork, data 

collection and analysis of results (Pickard, 2013).  

3.4    Study Population 

Moyo et al, (2016) defines the term population in research as the total number of elements or 

cases that one can investigate. They further explain that it is not always possible in most research 

studies to investigate on each and every member of a given population because of the constraints 

of time, space, resources, urgency and practicability. Due to these factors, researchers resort to 

taking a sample from the total population and then generalise the findings basing on the view that 

the chosen sample is representative of the larger population (Moyo et al, 2016). 
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The study population includes 40 teachers who have been teaching in four (4) different schools 

of Lusaka District and whose record files are kept at Lusaka District Education Boards 

Secretary‟s office (DEBS) were sampled, one Human Resource Manager and 8 registry 

personnel bringing the total number of respondents to 49.  

 

3.5   Sampling Approach 

Both probability and non – probability sampling approaches will be used. The probability 

sampling was used to select 40 teachers in four schools. The non – probability sampling was 

used to select registry officers who explained the challenges they are faced with in record 

management at the DEBS office. 

 

3.6   Sampling Techniques 

The sampling techniques that this study used are systematic and purposive sampling.  The 

systematic sampling with a random start was used to select 40 teachers. This method helped 

prevent human bias in the selection of respondents. The purposive sampling was used to select 

the registry personnel, who have hands-on in the management of teachers‟ files at DEBS office 

in Lusaka District.  

 

3.7   Data gathering Techniques and Instruments 

This study used interview technique with self- administered questionnaire as instruments for 

sampling 40 teachers out of the 6,751 who are in Lusaka District. The semi – structured 

interview was used for the Human Resource personnel and Registry personnel.  
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3.6    Data Analysis     

The quantitative data was analysed using the Statistical Package for the Social Sciences (SPSS) 

while qualitative data from the Human Resource personnel and Registry personnel was analysed 

using content analysis to identify recurrent or core consistencies, meaning, cross cutting issues 

and recurrent themes in order to make inferences and draw conclusions. 

 

3.8   Ethical Considerations 

The following ethics were observed during this research:  

Voluntary participation of respondents – Respondents were requested to freely participate and 

share their views. No one was forced to participate. 

No harm to respondents – The research guarded against any subtlest dangers to the 

respondents. 

Anonymity and Confidentiality– Anonymity and confidentiality was observed as no response 

was identified with the respondent nor made public. 

 

3.9    Summary 

Chapter three discussed the research approach, research design, study population, study 

population, sampling approach, sampling techniques, data gathering techniques and instruments, 

data analysis, ethical considerations, voluntary participation of respondents, anonymity and 

confidentiality. Chapter four concentrates on data presentation of findings where the data 

analysis, the population that was targeted for this study, the responsibility for the management of 

personal records, existence of policy on records management, adequate and skilled records 

management personnel, training of registry staff in record keeping practices and procedures, 



34 

 

protection of records from unauthorised access, location and retrieval of records, electronic 

records management, accessibility and condition of storage areas and equipment, loss of personal 

files as well as teachers‟ proposal on how to improve record management at DEBS office Lusaka 

District. 
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                                                CHAPTER 4 

                             PRESENTATION OF THE FINDINGS 

                               

4.1   Introduction 

Chapter three focused on the research approach, research design, study population, sampling 

approach, sampling techniques, data gathering techniques and instruments, data analysis, ethical 

considerations, voluntary participation of respondents, anonymity and confidentiality. This 

chapter focuses on data analysis, the population targeted for this study, responsibility for the 

management of personal records, existence of policy on records management, adequate and 

skilled records management personnel, training of registry staff in record keeping practices and 

procedures, protection of records from unauthorised access, location and retrieval of records, 

electronic records management, accessibility and condition of storage areas and equipment, loss 

of personal files, academic qualifications of teachers, files with intact documents, challenges in 

records retrieval and teachers‟ proposal on how to improve record management at DEBS office 

Lusaka District. 

 

4.2 Overview 

This chapter presents the research findings from the data collected through questionnaires, focus 

group discussions, key informant interviews, non-participant observation and secondary sources 

of information. The findings are presented in narrative format and photographic images. Data 

collected from focus group discussions, key informant interviews, non- participant observation 

and content analysis of secondary sources of information was analysed and presented around 

appropriate themes.  
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4.3    Data analysis 

Quantitative data was analysed used excel while qualitative data was analysed using content 

analysis. 

 

4.4   Target population 

Those from whom data was collected included forty (40) teachers, eight Registry Personnel and 

one Human Resource Personnel as shown in the table 1 below. 

Table 1: Target Population 

Teachers 40 

Registry personnel 08 

Human Resource  01 

Total 49 

 

4.5    Responsibility for the Management of Personnel Records 

One hundred per cent (100%) of the respondents at the Lusaka DEBS Office indicated that the 

Registry section was responsible for the management of personnel files. It can thus be said that 

record management at DEBS office is regarded as a profession in its own right. This finding 

agrees with Makhura (2001) who argues that an organization‟s records need to be managed 

explicitly just as the organization would manage the resources such as its personnel, finances and 

estates. 
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4.6    Existence of Policy on Records Management 

A Record Management Policy provides guidance in establishing and maintaining a record 

management system. Makhura (2001) points out that lack of a record management policy and 

procedures in public institutions is a major factor in poor record management. One hundred per 

cent (100%) of respondents from the Registry Section at DEBS office indicated that they had a 

policy in place relating to record management. However, the registry had been operating without 

a policy as at September, 2018. This indicates that the registry clerks were operating without 

official guidelines until the policy was accessed. 

 

4.7    Adequate and Skilled Record Management Personnel 

According to Makhura (2001), one of the causes of poor record management practices in 

organizations is lack of qualified and inadequate record management staff in an organization. 

The response to the question “do you have adequate and qualified staff to undertake record 

management at Lusaka DEBS Office” established that Lusaka DEBS Office had eight (8) staff 

members who manned the Registry Section. One of these staff members was pursuing a Diploma 

in Record Management while five (5) had qualifications in other disciplines other than Record 

Management and two were grade twelve (school leavers) without any professional qualifications 

yet. The Human Resource Officer for the Lusaka DEBS Office indicated that the eight staff 

members in the registry were not enough to handle the workload for the district which at the time 

of this research had 6,751 government employed teachers to service. The implication of this 

result is that the Lusaka DEBS Office had no capacity to provide quality service to its 6,751 

government employed teachers since it did not have enough and qualified personnel.  
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4.8    Training of Registry Staff in Record Keeping Practices and Procedures 

Table 2: Training in record Keeping Practices and Procedures 

Receipt of Training Frequency Percentage 

Yes 6 75% 

No 2 25% 

Total 8 100 

 

Training plays an important role in equipping staff with required knowledge and skills to ensure 

better outcomes in terms of performance. Lack of teller made trainings often results in poor 

performance because members of staff spend time struggling to apply a system without full 

knowledge and hand-on (skill) on how it operates. A question was therefore asked to establish 

whether members of staff in the Registry Section of the DEBS Office received training in record 

keeping practices and procedures. As table 2 above shows, seventy-five per cent (75%) of 

respondents indicated that they have received training in record keeping practices and procedures 

while twenty-five per cent (25%) have not received any training. It is imperative that the twenty-

five per cent (25%) of the registry section staff that have not yet received the training also do so 

too in accordance with specific requirements of the Lusaka DEBS Office.  

 

However, information given by one informant in registry office indicated that the department had 

only received one (1) training (Workshop) which took place in May, 2018 and was facilitated by 

experts in records management who are based at the Ministry of General Education 

Headquarters. This training was the first of its kind in three years that the key informant had 
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worked in the registry department at the DEBS office in Lusaka District.  He indicated that the 

level of training affected the management of records. This is in line with Thurston (2005) who 

contends that ineffective records management comes as a result of dumping difficult personnel to 

the records management unit and lack of continuous training as well as lack of policies and 

procedures and standards to govern the management of records.  

 

Indeed, lack of training and the absence filing procedure manual can hamper the performance of 

members in an organisation. If employees do not have a guideline on how to operate and are not 

trained in the use of the filing system, documents are likely to be misfiled and files are likely to go 

missing and very difficult to retrieve. 

4.9    Protection of Records from Unauthorized Access 

Since organizations can experience problems with unauthorized access, Registry Clerks were 

asked if there are any measures put in place to protect records from un authorized access, 

alteration, deletion and destruction. One hundred per cent (100%) of respondents indicated that 

measures had been put in place to protect records from unauthorized access, alteration, deletion 

and destruction. The measures put in place included: 

i. Locking the storage area 

ii. Monitoring and restricting access to the storage area. 

However, the key informant from the registry department mentioned that most if not all 

employees at DEBS office have access to the registry, sometimes during working hours, after 

and early in the morning. This has led to leakage of information, loss of documents on files and 

missing files. 
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4.10    Location and Retrieval of Records 

Table 3: System's ability to Identify Current Location of Record 

Whether record keeping 

system enables 

identification of current 

location of records 

Frequency Percentage 

Yes 5 62.5% 

No 3 37.5% 

Total 8 100 

 

Hounsome (2001) contends that office organization has a direct link with productivity. The 

quicker an organization can locate a file or an important document, the more productive it will 

be. The Human Resource Officer is responsible for ensuring that all personnel records are readily 

accessible. The results in table 3 above show that sixty-two per cent (62.5%) of the respondents 

indicated that they were able to identify the current location of records while thirty-seven per 

cent (37.5%) indicated that they were unable to identify the current location of records. It should 

be mentioned here that capability of the record keeping system to identify the current location of 

records is a necessity for retrieval and use. It also saves an organization a lot of time if its record 

management system is able to track and identify who retrieved a record. The respondents 

indicated that they used a register system to track and identify who retrieved a record. However, 

the respondents also indicated that there were times when none registry officers entered the 

record storage facility or registry and picked up records without the knowledge of the registry 

staff. In such instances, the registry staff members were unable to track and locate the record and 

such unsecured movements led to misplacement and loss of records files.  
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4.11    Electronic Record Management 

100 per cent of the respondents indicated that the Lusaka DEBS Office does not have an 

electronic record management system. The office still uses manual record management system. 

Mnjama, (2003) argues that having proved itself over paper, most policy and decision makers 

consider electronic record as the quickest possible method of solving record management 

problems. He further notes that an electronic records management system could bring a lot of 

benefits to the organisation. Among them; security, simultaneous access, required attention, 

efficient storage and retrieval. 

4.12   Accessibility and Condition of Storage Areas and Equipment 

The respondents were asked about the accessibility of the storage areas, the conditions of the 

storage equipment and the environment conditions of the storage area. The respondents indicated 

that the storage area was easily accessible while the condition of the storage equipment was 

below average. This is because they use open wooden shelves and metal drawers. On the issue of 

the environmental conditions of the storage areas, the respondents indicated that the 

environmental conditions of the storage areas were disappointing. They stated that they would be 

happy if the room could be expanded, better metal drawers are accessed and all records kept in 

lockable cabinets and not on open wooden shelves. 
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Figure 3: Filling of Folders Using Open Wooden Shelves 
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Figure 4: Filling of Folders Using Lockable Steel Cabinets 
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Figure 5: Filling of Files using Carton Boxes 

 

 

4.13    Retention and Disposal of Records 

A question aimed at establishing the period for which personnel records should be kept was 

asked. All the respondents indicated that all active files were kept at the DEBS Office while all 

the inactive files for the retired, dismissed and deceased were transferred to the National archives 

for safe storage. The transfer of inactive files to the National Archives prevents congestion at 
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DEBS office. It also prevents disorganization of records, concealment, loss, theft, destruction 

and tempering with such inactive records. 

4.14     Loss of Personnel Files 

Table 4: Experience on the loss of Personnel Files 

Have you ever experienced 

loss of personnel files 

Frequency Percentage 

Yes 8 100% 

No 0 0% 

Total 8 100 

 

The respondents were asked whether they have experienced loss of personnel files from the 

registry and as table 4 above shows, one hundred per cent (100%) of the respondents indicated 

yes. This is a very big problem at the Lusaka DEBS Office. Teachers spend a lot of time trying 

to retrieve their files from the registry for action by DEBS. Some of the causes of this problem 

included: 

i. Access to files by none registry officers who do not register such retrieval of the file in 

the register so that the file is tracked for easier location and retrieval. 

ii. None adherence to record management standards by the registry officers 

iii. Keeping of files in the Human Resource Officer‟s office for a long time such that the 

registry clerk loses track of the folder. 

iv. Inadequate space in the storage room such that some folders are just kept in other offices 

not under the control of registry officers. 

v. Careless handling of files coupled with the bad attitude of the registry clerks also leads to  

Loss of files. 
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4.15     Academic Qualification (Teachers)                 

Table 5: Teacher Qualifications 

 

 

The study also wanted to know the qualification of the respondent teachers who participated in 

the research. 52.5% of the respondents had Diplomas, 30% had first Degree and 17.5% had 

Primary School Teachers Certificates. This is an indication that Lusaka District has well 

qualified teachers who have adhered to the directive by the Ministry of General Education to 

phase out the Primary School Teachers Certificate and leaving the Diploma Certificate as the 

lowest qualification among teachers as shown in table 5 above.  

4.16    Files with intact documents   

When asked whether they receive files with all document intact when they go to make 

verification or inquiries at the DEBS office, only 10 per cent of the respondents said „Yes‟, they 

receive files with all the records intact while 90 per cent said „No‟, as shown in table 6 below. 

The files are either lost or come with certain documents missing prompting them to start 

producing new ones in order to receive required attention. This makes it very inconveniencing to 

the teachers and shows how poor the record management system is at DEBS Office. 

Teacher Qualification Frequency Percentage 

Bachelor‟s Degree 12 30.0 

Diploma 21 52.5 

Certificate 07 17.5 

Total  40 100 
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Table 6: Files with Intact Documents 

File with intact document Frequency Percentage 

Yes  4 10 

 No 36 90 

 Total  40 100 

 

4.17     Challenges in Record Retrieval 

Table 7: Faced Challenges in Retrieving File at DEBS Office 

Faced challenges in retrieving file 

at DEBS office 

Frequency Percentage 

Yes  36 90 

 No 04 10 

 Total  40 100 

 

A question was asked to teachers as to whether they encountered any challenge in the retrieval of 

files at the DEBS Office. 90 per cent of the respondents answered “Yes” to that question that 

they encountered challenges in the retrieval of their files. Either the file was missing or some 

documents on the file were missing. Only 10 per cent of the respondents indicated that they did 

not face any challenges in retrieving their files at DEBS Office as shown in table 7 above. The 

majority of respondents indicated their displeasure in the manner record management is done at 

the Lusaka DEBS Office. The missing of files of some of the documents on the files means that a 

teacher spends too much time trying to locate his/her file when that precious time could be spent 
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teaching school children in class. This contributes to the reduced productivity on the part of 

teachers. 

 

4.18   Teachers’ Proposal to Improve Record Keeping at DEBS Office 

Below is a list of proposed ideas on what Teachers‟ thought could be done to improve Record 

Management at DEBS Office; 

a. An electronic record management system must be put in place so as to improve efficiency 

and effectiveness in record management at DEBS Office. 

b. Registry staff must be taken through training so as to equip them with knowledge and 

skill in the handling of teachers who are their clients.  

c. The current registry office at DEBS office needs expansion in order to allow for adequate 

space for proper filing of documents. 

d. There is need for employment of competent registry staff with necessary qualifications 

pertaining to record management. 

e. Due to the challenges that teachers are faced with when retrieving documents as a result 

of too many (6,751) teachers, the DEBS Office should think of decentralizing record 

management according to zones and let the files be stored in zone offices. 

f. The registry must be given sufficiently resources to allow for purchase of necessary 

stationery that includes durable folders required for filing documents and lockable filling 

cabinets. 
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 4.19   Summary 

This chapter presented findings of the research as analysed from all administered questionnaires, 

interviews and observation. The findings reviewed that most of registry staff were not 

knowledgeable of basic records management practices and principles. DEBS office Lusaka had 

no Records Management Policy and Registry Service Manual until September, 2018. Records 

survey was carried out by the Ministry of General Education although the frequency of carrying 

out the exercise was not known. There was no vital records management program and record 

files were not protected from fire, water and unauthorised access. Unauthorised access normally 

led to misplacement and loss of record files. 

 

Respondents suggested ways of improving efficiency and effectiveness in records management 

at the Lusaka District DEBS office. Among the suggestions were introduction of electronic 

records management system, training of registry personnel so as to equip them with knowledge 

and skill in the handling of records and expansion of the registry in order to allow for adequate 

space for proper filing of documents. In view of the large number of teachers that the District 

caters for (6,751), there is need for the DEBS office to start thinking of decentralising of records 

management per zones.  Lastly, DEBS office needs to allocation sufficient financial resources to 

enable the registry acquire enough and durable folders for filing documents as well as lockable 

filing cabinets for safety of confidential files. Chapter five presents a summary of research 

findings. 
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                                              CHAPTER 5 

                                     DISCUSSION OF FINDINGS 

5.1   Introduction 

In chapter four, research findings based on the primary data that was collected from DEBS office 

and the four selected schools in Lusaka District have been discussed. Discussion of findings that 

were presented in chapter four will be done in chapter five. 

5.2     Overview 

This chapter 5 provides a discussion of research findings based on the assessment of records 

management practices by records personnel at DEBS (District education Board Secretary‟s 

office) in Lusaka District. 

The study sought to answer the following questions: 

i.  What challenges do the registry staff face in managing teachers‟ records?  

ii. What elements of the records management program, infrastructure is                             

available and used at Lusaka Education Board Secretary‟s (DEBS) office? 

iii. What are the education levels of registry staff at Lusaka DEBS office?  

           iv.       What are the views of teachers concerning record keeping at Lusaka District  

            Education Board Secretary‟s (DEBS) office? 

5.3   Education levels of Records Management Personnel 

 

The study sought to ascertain the knowledge levels of those who were in-charge of records 

management. Study results showed that out of the eight registry personnel at Lusaka District 

Education Board Secretary‟s office, only one individual was undergoing training in records 
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management at the time. The other seven possessed qualifications in different fields but given 

the responsibility of handling record files of teachers in Lusaka District. By implication the 

majority of the respondents were not qualified in records management at the time they were 

starting to work in the registry. They might have learnt the skill through interactions with the one 

who was undergoing the training coupled with the one workshop which they attended in May 

2018 conducted by records management officials from the Ministry of General Education 

Headquarters in Lusaka Province. 

 

Training plays an important role in equipping staff with required knowledge and skills to ensure 

better outcomes in terms of performance. Lack of teller made trainings often results in poor 

performance because members of staff spend time struggling to apply a system without full 

knowledge and hand-on (skill) on how it operates. 

 

Indeed, lack of training and the absence of filing procedure manual can hamper the performance 

of members in an organisation. If employees do not have a guideline on how to operate and are 

not trained in the use of the filing system, documents are likely to be misfiled and files are likely 

to go missing and very difficult to retrieve. This was the order of the day at the District 

Education Board Secretary‟s office in Lusaka District. 

 

Abbot and Water (2001), state that need still exists for organisations to provide training and 

continuing education for records staff. Continuing education for records staff requires top 

management support. According to the literature review 2.3, one of the causes of poor records 

management is lack of qualified staff. Management in the Public Service should therefore, 
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ensure that they budget for records management function and that the necessary financial, human 

and technological resources are allocated to support the records management function. One 

hundred per cent (100%) of respondents who were teachers in some selected schools came up 

with suggestions such as introduction of electronic records management system in order to 

improve efficiency and effectiveness of records management, regular training of registry 

personnel so as to equip them with relevant knowledge and skill in handling record files, 

expansion of the registry in order to accommodate enough shelves and lockable cabinets for 

keeping confidential record files, allocation of sufficient financial resources to purchase registry 

necessities such as strong folders and other types of stationary and if possible, find a way of 

decentralising registries in different zones of the District as a way of decongesting the District 

Education Board Secretary‟s office. 

5.4   Existence of Policy on Records Management 

 

A Record Management Policy provides guidance in establishing and maintaining a record 

management system. According to the National Archives of Australia, the purpose of the policy 

is to provide guidance and direction on the creation, generation and management of information 

to clarify the responsibilities of the registry personnel. Makhura (2001) points out that lack of a 

record management policy and procedures in public institutions is a major factor in poor record 

management. 

 

The findings in chapter four (see 4.4) from the study showed that one hundred per cent (100%) 

of the respondents from the registry section at DEBS office Lusaka District indicated that they 

had a records management policy in place. However, further inquiries form the informant 

reviewed that the said policy only reached the District Education Board Secretary‟s office in 
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September, 2018. This therefore meant that the registry had been operating without a policy in 

records management which give guidelines on record keeping until September, 2018. 

Similarly, studies conducted by Hoyle and Sebina (2007) and Nabombe (2012) revealed that 

Zambia did not have a national records management policy. However, the national records 

management policy in Zambia at the time was in draft form waiting to be approved. 

Hoyle and Wamukoya (2007) added that Zambia like Tanzania had a new records management 

policy which was being drafted covering both paper and electronic records. 

 

5.5   Adequate and Skilled Record Management Personnel 

Makhura (2001) mentions lack of qualified and adequate records management personnel in an 

organisation as one of the causes of poor records management practices. The study reviewed that 

the registry at Lusaka District Education Board Secretary‟s (DEBS) office had eight registry 

clerks. Among the eight, only one was pursuing a diploma in records management at the time of 

the research. Five others were qualified in different fields while two had no professional 

qualification at all apart from their O‟level certificate. It was also indicated that the eight staff 

members in the registry were not enough to handle the workload for the district which at the time 

of this research had 6,751 government employed teachers to service. The implication of this 

result is that the Lusaka DEBS Office had no capacity to provide quality registry service to its 

6,751 government employed teachers since it did not have sufficient and qualified personnel in 

the registry department. 
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5.6    Protection of Records from un Authorised Access 

 

 It was brought to the attention of this study that most if not all employees at the Lusaka District 

Education Board Secretary‟s (DEBS) office had access to the registry during working hours, 

after working hours or indeed early in the morning before official work begins. This led to 

leakage of information on the record files, loss of documents on the files and missing of files. 

Due the reasons mentioned above, one hundred per cent (100%) of respondents suggested certain 

measures which could be put in place in order to protect records from unauthorized access, 

alteration, deletion and destruction. These measures included locking the storage area and 

monitoring and restricting access to the storage area. 

 

5.7   Location and Retrieval of Records 

 

Hounsome (2001) contends that office organization has a direct link with productivity. The 

quicker an organization can locate a file or an important document, the more productive it will 

be. The Human Resource Officer is responsible for ensuring that all personnel records are readily 

accessible. The results in table 2 above show that sixty-two per cent (62.5%) of the respondents 

indicated that they were able to identify the current location of records while thirty-seven per 

cent (37.5%) indicated that they were unable to identify the current location of records. It should 

be mentioned here that capability of the record keeping system to identify the current location of 

records is a necessity for retrieval and use. It also saves an organization a lot of time if its record 

management system is able to track and identify who retrieved a record. The respondents 

indicated that they used a register system to track and identify who retrieved a record. However, 

the respondents also indicated that there were times when none registry officers entered the 

record storage facility or registry and picked up records without the knowledge of the registry 
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staff. In such instances, the registry staff members were unable to track and locate the record and 

such unsecured movements led to misplacement and loss of records files.  

5.8   Electronic Record Management 

 

The Ministry of General Education District Boards Secretary‟s offices still use paper records 

files. This was observed at Lusaka District Education Board Secretary‟s office. 

However, the respondents indicated that the issue of shifting from manual records management 

was being considered by top management.  Mnjama, (2003) argues that having proved itself over 

paper, most policy and decision makers consider electronic record as the quickest possible 

method of solving record management problems. He further notes that an electronic records 

management system could bring a lot of benefits to the organisation. Among them; security, 

simultaneous access, required attention, efficient storage and retrieval. 

5.9   Accessibility and Condition of Storage Areas and Equipment 

 

The respondents stated that records are easily accessible while the condition of the storage 

equipment was below average. This is because open wooden shelves and metal drawers were 

used. On the issue of the environmental conditions of the storage areas, the respondents indicated 

that the environmental conditions of the storage areas were disappointing. They stated that they 

would be happy if the room could be expanded, better metal drawers are accessed and all records 

kept in lockable cabinets and not on open wooden shelves. Doing so will prevent unauthorised 

access to documents which will trigger positive effects such as files with intact documents, 

proper filing and no loss of files. 
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5.10   Retention and Disposal of Records 

 

The study found out that all active record files were kept at the DEBS Office while all the 

inactive record files for the retired, dismissed and deceased teachers were transferred to the 

National archives for safe storage. The transfer of inactive files to the National Archives prevents 

congestion at DEBS office. It also prevents disorganization of records, concealment, loss, theft, 

destruction and tempering with such inactive records. The study also discovered the fact that 

Lusaka District Education Board Secretary‟s (DEBS) did not any disposal schedule. A records 

retention and disposal schedule is a very important element of records management. A retention 

and disposal schedule refers to the document that prescribes the length of time that records are to 

be retained and disposal action when this time has been reached Massey University, (2013). 

Disposal involves sending records from the office of origin to the records centre or the archival 

repository or destroying records under secure conditions. 

According to the information given during the study, Lusaka District Education Board Secretary‟s 

(DEBS) office did not destroy inactive records instead; inactive records are sent to the National 

Archives of Zambia. 

 

The study further learnt that the retention schedules were revised annually. Results from the 

interview revealed that officials from the National Archive of Zambia formed a committee with 

officials from the Ministry of General Education to come up with the records retention and disposal 

in 2007 and since then no update has been done. In a similar way, Hoyle and Sebina observed that 

ministries, departments and agencies of the Zambian government had the responsibility of drafting 

records retention and disposal schedule together with the Director of the National Archives of 

Zambia. 
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It was established through an interview that the records retention and disposal schedule was revised 

after five years. The records created from 2007 to date are not reflected on the schedule. This 

therefore meant that registries and lacked guidance on the disposition of records. The result may 

either be keeping records for longer periods than their value warrants or destroying records 

prematurely. The non-availability of retention and disposal schedules or out dated records retention 

disposal schedules in many public registries Zambia implied that disposition of was rarely practiced 

and when it was done, it was on an ad-hoc basis. That probably explained why some government 

departments were congested with semi active and inactive records kept in corridor, on the floor in 

offices and where ever space was  

available thus creating congestion in offices Marutha (2011).  

 

The study established that the National Archive of Zambia was responsible for developing non-

specific retention schedule of records. This agrees with the findings of Hoyle and Sebina (2007) who 

noted that the National Archive of Zambia had the responsibility of drawing up general records 

retention and disposal schedules. An analysis of that general schedule revealed had no disposal 

actions for most records except for those with continuing value. A similar study by Hoyle and 

Wamukoya (2006) stated that more detailed and comprehensive records retention and disposal 

schedules for government ministries were required. Lack of the disposal action would deny storage 

facility of records in their life cycle resulting in indefinite keeping of non-active records in registries. 

5.11   Summary  

 

Chapter 5 provided a discussion of research findings based on the assessment of records 

management practices by records personnel at Lusaka District Education Board Secretary‟s 

(DEBS) office. The study tried to answer questions pertaining challenges faced by registry 

personnel in managing the record files of teachers in Lusaka District, the elements of records 
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management in terms of the infrastructure available at the Lusaka District Education Boards 

Secretary‟s (DEBS) office, the knowledge levels of the registry personnel at DEBS office and 

the views of teachers concerning record keeping at the Lusaka District Education Board 

Secretary‟s office. 
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                                                          CHAPTER 6 

                          CONCLUSION AND RECOMMENDETIONS 

6.1   Introduction  

The previous chapter presented the discussion of findings of this study. Chapter six provides a 

summary of findings, the conclusion for the various variables that the study sought to study, as 

well as the recommendations. The chapter also suggests areas for future research since it was not 

possible for this study to exhaust all issues that have to do with records management. 

6.2   Summary of Findings 

Fifty-two per cent (52%) of respondents had Diploma Certificate, thirty per cent (30%) had 

Bachelor‟s Degree and seventeen per cent (17.5%) had Primary School Teachers‟ Certificate. 

The study shows that most teachers have upgraded their qualification from Primary Teachers‟ 

Certificate to Diploma and Bachelor‟s Degree as per policy direction by of the Ministry of 

General Education.  

 

When asked whether they receive record files with all document when they go to make 

verification or inquiries at the DEBS office, ten per cent (10%) of the respondents said „Yes‟, 

they receive files with all the records intact while ninety per cent (90%) of the respondents said 

„No‟, the files are either lost or come with certain documents missing prompting them to start 

producing new ones in order to receive required attention. This was very inconveniencing and 

time wasting on the part of teachers. 
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Ninety per cent (90%) of the respondents indicated that they encountered challenges when 

retrieving record files at DEBS office while ten per cent (10%) respondents said that they did not 

experience any problems. This situation makes those ninety per cent (90%) of teacher unhappy 

because a lot of time which could be dedicated to teaching or catching up in syllabus coverage is 

wasted at DEBS Office. 

 

twelve per cent (12.5%) of respondents were currently pursuing a Diploma in Records 

Management, twelve per cent (12.5%) had Certificate in Information Technology, twelve per 

cent (12.5%) had a Certificate in Teaching, twelve (12.5%) have Certificate in Procurement, 

twelve per cent (12.5%) had Certificate in Public Administration, twelve (12.5%) had Diploma 

in Human Resource Management, while the balance of twenty five per cent  (25%) had grade 12 

certificates with no professional qualifications yet. 

 

According to one key informant interviewed, there were more than 6,751 files in the registry 

against eight (8) registry staff. Seven of them were doing job on training since they had no 

qualifications in record management. The informant further stated that they have had only one 

Workshop in record management in the past three years making it very difficult for the team to 

work effectively and efficiently. 

 

As mentioned in literature review, one of the causes of poor records management practices is 

lack of qualified records management personnel. Adequate, trained records management 

personnel contribute to the ease of retrieval of files. 
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Thurston (2005), states that ineffective records management leads to files being piled up in 

different offices as a result of lack of policies and procedure or registry service manual. 

It is true that DEBS office in Lusaka District experienced ineffectiveness in records management 

because 87.5% of the registry clerks were not qualified to handle records but had been put in 

charge of managing those records. This information is coming from the inquiry which was made 

on qualifications of registry personnel through the key informant. The informant also confirmed 

that he is qualified in a different discipline though he found himself as a registry clerk. The job 

that he said he liked a lot. 

 

The other factors mentioned by respondents were improper filing and lack of proper 

management skills for staff as well as deliberate misfiling of documents by some members of 

staff. When asked in what ways the management of records could be improved in the registry, 

respondents mentioned introduction of electronic filing systems, use of Movement Registers in 

case of power outages, conducting periodic census of records, regular staff training on trends and 

modern approaches in records management. They also mentioned that there was an urgent need 

to digitise the records so as to enhance the management of the system and the need to acquire 

modern cabinets and equipment for proper records storage. Attention to promotion and 

sponsorship for training of registry clerks were among the issues raised as some of the remedies 

to the challenges that the unit was facing. 

 

Respondents further mentioned the need for the link between old and new records to be 

established in order to enhance management of records while at the same time, a proper 
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catalogue be provided and updated on a regular basis to improve access and management of 

these records.                                              

6.3   Conclusion 

From the responses and analysis thereof, it can be concluded that the problems encountered in 

records management at DEBS office Lusaka are as a result of unqualified registry clerks. What is 

meant here is that, the personnel who had been put in-charge of managing records did not have 

relevant qualifications in record management. Therefore, they were learning the skill on the job 

and in the process, a lot mistakes in record management could be expected from such ill 

qualified personnel. The information that was collected from the key informant who was a 

registry clerk indicates that out of the eight (8) registry clerks who were working at the DEBS 

office in Lusaka District, only one was undergoing training to obtain a Diploma in record 

management. The four had Diploma and one had Certificate in other fields. While two did not 

have any professional qualification at all. In addition to this, the department did not have a copy 

of the Record Management Policy and the Registry Service until September, 2018. This made it 

difficult for the personnel to follow the Guiding Principles stipulated in the policy as regards 

efficiency, accessibility, confidentiality and protection since they were a property of government. 

The Registry Service Manual is used for classification, indexing, and numbering of official mail/ 

papers in government ministries and departments. Lusaka DEBS office is one of the government 

Departments. The absence of the Registry Service Manual led to a number of challenges that 

included misfiling, misclassification and difficulty in retrieving files. 

 

One of the strong suggestions expressed by respondents to enhance the effectiveness and 

efficiency of the DEBS office was migration from manual paper filing system to electronic 
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record management system. This would enable the registry to become efficient and effective in 

handling public records. Another strong suggestion expressed by respondents was regular 

training of registry staff in the current approaches to record management. It was mentioned that 

the size of registry was unable to accommodate 6,751 records files of teachers in Lusaka District. 

This therefore calls for the expansion of the facility in order to provide adequate space for proper 

filing of documents unlike the situation was at the moment. Respondents also expressed the need 

for the DEBS office to employ registry clerks who have qualifications and experienced in this 

field as opposed to the current situation.   

 

In the face of challenges that teachers faced in retrieving documents as a result of too many 

(6,751) teachers, the respondents suggested that DEBS office must think of decentralising record 

management to zones. 

Lastly, the registry must be given enough monetary allocation so as to allow for purchase of 

necessary stationery including durable folders required for filing paper documents. 

 

6.4   Recommendations  

From the conclusion, the study recommends the following as regards the management of records 

at the DEBS office in Lusaka District. 

i. There is need to enhance the efficiency of records management by enhancing the defined 

order and system which helps in knowing exactly where the file is located and also 

provide modern and adequate facilities for management of records which will enhance 

the tracing of files and to make it easier to access and retrieve a given file. There is also 



64 

 

need for the government to enhance career progression in the field of records 

management in order to enhance skills of registry clerks. 

ii. There is need to inform the employees of DEBS office Lusaka of all legislation and 

policies that govern records management. The National Archives Act Cap 175 of the 

revised laws of Zambia1995 which provides a legal framework for the preservation and 

provision of access to records that have been selected as archives although it does not 

include the provision of managing records before they become archived. 

 

iii. There is need to check on the factors that hinder efficient management of records at 

DEBS office in Lusaka District. The office needs to enhance proper filing in the registry 

and also provide filing skills to the registry clerks. This can be done through electronic 

filing system, use of Movement Registers in case of power outages, conducting periodic 

census of records, regular staff training and awareness of records management.  

 

 

iv. To improve accessibility, there is need to enhance records management which will also 

facilitate in achieving better quality of the services at DEBS office. Doing this will 

improve the corporate image because it will speed up service delivery, increase the 

efficiency and reduce on waiting time and client complaints. 

 

v. Compel the registry at DEBS office Lusaka District to comply with existing records 

management regulations as stipulated in the National Archives Act of Zambia and 

Government Office Instructions. 
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6.5   Suggestions for Future Research 

The researcher recommends that future research should look at some of the challenges in DEBS 

office concerning records management which include: 

a. Records management legislation, policy and Standardization. 

b. Low motivation and low job esteem among registry clerks. 
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APPENDICES 

APPENDIX 1: Letter to DEBS Lusaka 

 

 

The District Education Board Secretary 

Ministry of General Education 

Lusaka District Education Board Secretary 

P.O. Box  

Lusaka. 

19 September, 2018 

Dear Sir/ Madam, 

REF: REQUEST FOR PERMISSION TO GATHER INFORMATION FROM THE 

REGISTRY STAFF 

Reference to the above captioned matter, I hereby write to seek permission from your office in 

order me to gather information pertaining to records management from the registry staff in your 

District office. 

 

I am a postgraduate student at the University of Zambia in Collaboration with Zimbabwe Open 

University.  

 

My research project investigates the practices and principles of records management of 

Teachers‟ record files at the District Board Secretary‟s office in Lusaka District. 

The collection of information will include; distribution of questionnaires, in depth interviews and 

observations. 
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The observation will be restricted to records management aspects such as infrastructure (storage 

facilities and space), manuals, policies, lighting, ventilation, disposal schedules, classification 

and filing system. 

 

It is hoped that the publication from this study and the literature will help the District Education 

Board Secretary‟s office better its records management practices and lead to effective service 

delivery. 

 

The information that will be obtained will be used for the completion of this study and will 

therefore be treated confidential. 

 

Your consideration of this request will be appreciated highly. 

Yours faithfully,  

 

Annie Mukupa Nsofu. 
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APPENDIX 2: Questionnaire for Registry Staff 

 

UNIVERSITY OF ZAMBIA 

IN COLLABORATION WITH 

ZIMBABWE OPEN UNIVERSITY 

 

 
 

QUESTIONAIRE FOR REGISTRY STAFF AT DEBS OFFICE 

Records Management in the Ministry of General Education - A Case Study of Lusaka 

District Education Board Secretary’s office 

 

INSTRUCTIONS 

Please respond to the following questions as sincerely as you possibly can. Write or tick 

against appropriate responses in the spaces provided. 

 

SECTION A: Demographic data 

1. Gender: Male [] Female [] 

2. Age: Years []  

3. Highest professional qualification in records management; 

 Degree [] Diploma [] Certificate [] None [] 

 

Other (specify)………………………………………………………………………. 

 

4. Position: ……………………………………….……………………………………. 

 

SECTION B 

1. Does DEBS office have a policy on records management? 

a. Yes [] 

b. No []  
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2. If yes, who prepared the records management policy that the DEBS office is currently 

using?  

a. Ministry of General Education [] 

b. National Archives of Zambia [] 

c. Public Service Management Division [] 

d. Cabinet Office 

e. Others (specify) …………………………………………………………………… 

 

3. Does your department have a registry procedures manual? 

a. Yes [] 

b. No []  

4. If yes, who prepared the registry procedures manual that is being used at DEBS office? 

a. National archive of Zambia [] 

b. Ministry of General Education [] 

c. Public Service Management Division [] 

d. Cabinet Office [] 

e. Others (specify) ……………………………………………………………… 

5. Tick the activities which are found in your registry manual using the list below. 

a. Security of records [] 

b. Good housekeeping [] 

c. Responsibility of registry staff towards users [] 

d. Handling of incoming paper mail [] 

e. Handling of incoming electronic mail [] 

f. Handling of outgoing paper mail [] 

g. Handling oh outgoing electronic mail [] 

h. Filing procedures []  

i. Creation of new file [] 

j. Procedure of recording the existence of a new file [] 

k. Control of file movement [] 

l. Instructions on closure of files [] 

m. Other (specify) ………………………………………………………………………… 
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6. Does record survey take place in your registry? 

a. Yes [] 

b. No [] 

7. If yes, how often is records survey conducted? 

a. Once a year [] 

b. Once in two years [] 

c. Once in five years [] 

d. Not all [] 

e. Other (specify) ………………………………………………………………………… 

8. Who does the exercise of records survey? 

a. Public Service Management Division 

b. Nation Archives of Zambia 

c. Ministry of General Education 

d. Other (specify) ……………………………………………………………………….... 

9. What is the information collected from record survey used for? Tick as many as may 

apply. 

a. Creation of retention and disposal schedules [] 

b. Control of record creation [] 

c. Records appraisal [] 

d. Records disposition [] 

e. Records management and use [] 

f. Records preservation and conservation [] 

g. To prepare a disaster management plan [] 

h. Preparation of a vital records management Programme [] 

i. Registry layout and design [] 

j. Tracking of records [] 

k. Creation of files [] 

l. Security of records [] 

m. Other (specify) ………………………………………………………………………… 

10. Does the DEBS Office have a records generation and control programme? 

a. Yes [] 
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b. No [] 

11. What type of record does your DEBS Office generate or receive? You can give more than 

one answer. 

a. Education policies [] 

b. Receipt of purchase [] 

c. Circulars [] 

d. Annual reports [] 

e. Others (specify)………………………………………………………………………… 

 

12. What filing method does DEBS Office use? 

a. Chronological [] 

b. Numeric [] 

c. Alphabetical [] 

d. Serialization [] 

e. Others (specify) ………………………………………………………………………. 

13. Does the DEBS Office have a records detention and disposal schedule?   

a. Yes [] 

b. No [] 

14. What disposition methods does our DEBS Office use? 

a. Burning [] 

b. Palpating [] 

c. Shredding [] 

d. Transfer to the archives [] 

e. Other (specify) ………………………………………………………………………… 

15. What storage equipment does your DEBS Office use to store records? 

a. Cupboards []  

b. Boxes [] 

c. Drawers [] 

d. Shelves [] 

e. Other (specify) ………………………………………………………………………. 

16. Does your DEBS Office have a staff training programme? 
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a. Yes [] 

b. No [] 

17. What type of staff training does your DEBS Office have? 

a. Workshops [] 

b. Seminars [] 

c. In house training [] 

d. Conferences [] 

e. None [] 

f. Other (specify) ………………………………………………………………………. 

18. What challenges do you encounter pertaining to records management? 

a. Tracking and locating semi-active records [] 

b. Locating and retrieving active records [] 

c. Inadequate shelving and filing equipment [] 

d. Inappropriate shelving and filing equipment [] 

e. Inadequate storage space [] 

f. Inadequate filing and classification system [] 

g. Lack of records policy [] 

h. Lack of records retention and disposal schedule [] 

i. Lack of operational manual [] 

j. Lack of job satisfaction [] 

k. Lack of prospects for promotion [] 

l. Unsatisfactory salary and other fringe benefits [] 

m. Low motivation [] 

n. No opportunity for further training [] 

o. Lack of electronic records management policy [] 

p. Inadequate funding [] 

q. Lack of folders, file clips [] 

r. Inadequate trained personnel [] 

19. Have you ever experienced loss of files at DEBS Office? 

a. Yes [] 

b. No [] 
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20. What are the causes of file losses? 

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

……………………………………………………………………………………………. 

21. What do you think could be done to improve record management at the DEBS Office in 

order to prevent file misplacement and loss? 

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

……………………………………………………………………………………………. 

ANNIE MUKUPA NSOFU 

THANK YOU FOR YOUR PARTICIPATION. 
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APPENDIX 3: Questionnaire for Teachers 

 

UNIVERSITY OF ZAMBIA 

IN COLLABORATION WITH 

ZIMBABWE OPEN UNIVERSITY 

 

 

Questionnaire for Teachers 
 

Records Management in the Ministry of General Education - A Case Study of Lusaka 

District Education Board Secretary’s office 

 

INSTRUCTIONS 

Please respond to the following questions as sincerely as you possibly can. Write or tick 

against appropriate responses in the spaces provided. 

 

SECTION A: Demographic data 

5. Gender: Male [] Female [] 

6. Age: Years []  

7. Highest professional qualification attained; 

 Degree [] Diploma [] Certificate [] None [] 

Other (specify)……………………………………………………………………………. 

8. Position: Class teacher [] Head of Department [] Senior Teacher [] 

9. Other (specify)……………………………………………………………………………. 

10. Years of experience in teaching…………………………………………………………… 

 
SECTION B 

1. Are you a teacher in Lusaka District? 

c. Yes [] 
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d. No []  

2. If yes, which office did you report to after your appointment? 

a. Ministry of General Education Head Quarters [] 

b. Your current station [] 

c. District Education Board Secretary‟s office (Lusaka District) [] 

d. Others (specify) …………………………………………………………………… 

3. Where are your academic and professional qualifications kept? 

c. Your current station [] 

d. District Education Board Secretary‟s office (Lusaka District) []  

e. Ministry of General Education Head Quarters [] 

f. Others (specify) ……………………………………………………………………… 

 

4. How often do you retrieve your documents for input, reference and other updates? 

a. Once a month [] 

b. Twice a year [] 

c. Whenever there is need [] 

d. Other (specify) ………………………………………………………………………. 

 

5. Do you receive your file with all the documents intact? 

a. Yes [] 

b. No [] 

 

6. Have you ever encountered any challenges when retrieving your record file at DEBS 

Office? If your answer is yes, specify the challenges you have faced. 

a. Yes [] …………………………………………………………………………. 

            ………………………………………………………………………….. 

           …………………………………………………………………………… 

           …………………………………………………………………………… 

b. No [] 

 

7. Are you happy with the current record keeping system at DEBS Office? If your answer 

is no, specify what you are not happy with. 

a. Yes [] 

b. No [] ………………………………………………………………………………. 
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           ………………………………………………………………………………. 

           ………………………………………………………………………………. 

           ………………………………………………………………………………. 

8. In your own opinion, what do you think should be done to improve record keeping at 

DEBS Office? 

……………………………………………………………………………………………

……………………………………………………………………………………………

……………………………………………………………………………………………

……………………………………………………………………………………………

……………………………………………………………………………………………

……………………………………………………………………………………………

……………………………………………………………………………………………

……………………………………………………………………………………………

……………………………………………………………………………………………. 

ANNIE MUKUPA NSOFU. 

                         THANK YOU FOR YOUR PARTICIPATION 

 


