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CHAPTER ONE
INTRODUCTION
1.1 Background of the Study
Effective records management plays a crucial role in improving workers’ productivity within any organization. It involves the systematic organization, storage, and retrieval of information or data that enables efficient decision-making, quick access to information, and better organizational performance. As organizations evolve, the role of proper records management has gained significant attention as one of the key factors contributing to operational efficiency and productivity (Bates, 2015). Proper management of records ensures that vital documents are protected, organized, and accessible, which directly influences how well employees can perform their tasks (Mohammed & Adebowale, 2017).
Records are essential resources for the smooth functioning of any organization, whether in the public or private sector. Proper records management refers to the systematic control of the creation, receipt, maintenance, use, and disposal of records, including processes for capturing and maintaining evidence of and information about business activities and transactions in the form of records (ISO 15489, 2016). In the modern workplace, efficient records management is not only about storing documents; it plays a vital role in ensuring that employees can access the right information at the right time to make informed decisions and carry out their tasks efficiently (Akporobaro & Olatunji, 2018). This operational convenience enhances worker performance and contributes significantly to overall organizational productivity.
With the increasing complexity of administrative and operational functions in modern organizations, the volume of information generated on a daily basis has grown tremendously. This information must be properly managed to support routine activities such as planning, policy formulation, service delivery, and accountability. When records are poorly managed—whether misfiled, lost, or incomplete—employees waste valuable time trying to locate needed information. This disrupts workflow and hampers productivity (Nwankwo, 2019). Consequently, proper records management is increasingly being recognized not just as an administrative function but as a strategic tool for improving productivity and efficiency in the workplace.
Moreover, records provide historical evidence that supports continuity in operations and helps new employees understand past decisions and processes. In a fast-paced environment where quick decision-making is essential, effective records management ensures that critical data is readily available, accurate, and secure (Oketunji, 2020). It also contributes to institutional memory, compliance with legal and regulatory requirements, risk management, and the prevention of fraud and corruption. Therefore, the ability of an organization to manage its records properly has a direct and measurable impact on the productivity of its workforce (Okonkwo & Salawu, 2021).
The global shift towards digital transformation and the adoption of Information and Communication Technology (ICT) have also revolutionized records management. Digital records systems allow for faster access, easier retrieval, and enhanced security of documents, which in turn minimizes the time workers spend searching for information (Chukwu & Ibrahim, 2020). Nevertheless, the adoption of digital records management systems must be accompanied by proper training and infrastructure, otherwise, the benefits may not be fully realized. In some organizations, the lack of digital literacy and poor record-keeping culture has hindered the full integration of modern records management practices, thus affecting the productivity of employees (Ademola & Bamidele, 2021).
In developing countries like Nigeria, challenges such as inadequate funding, lack of trained personnel, poor infrastructure, and non-compliance with standard records management policies often impede the effective management of records in both public and private organizations (Eze & Ugwu, 2019). These deficiencies contribute to information gaps, reduced employee efficiency, delays in service delivery, and poor organizational performance. As a result, many workers find themselves spending excessive time handling disorganized documents, which diverts attention from their primary responsibilities.
Furthermore, the productivity of workers in organizations that implement robust records management systems is often higher because such systems facilitate a smoother workflow, reduce duplication of efforts, and promote accountability (Ugwoke, 2020). For instance, employees in organizations with centralized digital records management platforms are more likely to meet deadlines, respond to clients promptly, and make accurate decisions based on reliable data (Afolabi & Balogun, 2021). Thus, investing in proper records management not only enhances the efficiency of individual workers but also strengthens the overall operational capacity of the organization.
The impact of records management on workers' productivity cannot be overstated. It affects how tasks are executed, how decisions are made, and how quickly organizations respond to internal and external demands. This study, therefore, seeks to explore the correlation between proper records management and employee productivity, with a view to offering practical recommendations for improving organizational practices.
In today’s competitive business environment, the need for efficient information management systems has become more pronounced. Organizations, both large and small, face the challenge of ensuring that their records management practices align with technological advancements, regulations, and employee needs (Salisbury, 2019). Records can range from financial statements and customer data to internal memos and human resources files. If these records are poorly managed, it can result in wasted time, errors, and inefficiency, ultimately affecting workers' ability to perform their tasks effectively (Johnson, 2018).
Additionally, poor records management can lead to legal and financial complications, such as breaches of compliance regulations, loss of data integrity, and inefficiency in operations. According to the International Records Management Trust (IRMT, 2021), improper recordkeeping is linked to significant operational delays, poor customer service, and reduced employee morale. Workers are often burdened with time-consuming tasks such as searching for misplaced records, which hampers productivity and impacts overall performance (Cook, 2020).
Research by Rees & Ralston (2018) has shown that organizations that adopt sound records management practices experience improved decision-making processes, clearer communication among employees, and a better organizational culture. Furthermore, the ability to quickly access records reduces operational downtime, which is crucial for maintaining high levels of productivity. For workers, having a well-structured records system means that they spend less time managing information and more time focusing on their core tasks, leading to a more productive workforce (Wilkins, 2017).
The importance of proper records management is particularly evident in organizations where employees must rely heavily on information for decision-making, project management, and service delivery. In such environments, a robust record management system is vital for smooth operations and the achievement of organizational goals (Muller & Baradaran, 2020). The advent of digital record-keeping systems has further transformed the landscape of records management, offering more efficient and accessible solutions for managing vast volumes of data (Sparks, 2022).
1.2 Statement of the Problem
Despite the clear benefits of proper records management, many organizations continue to struggle with disorganized and inefficient record-keeping practices. This issue is especially prevalent in developing countries, where workers face significant challenges in accessing accurate and up-to-date information (Akintoye, 2019). As a result, organizations experience delays in decision-making, confusion among employees, and a decline in productivity. Inadequate record management also leads to the loss of important documents, errors in information processing, and potential legal issues, all of which hinder the overall productivity of workers. Therefore, there is a need to investigate the effect of proper records management on workers' productivity, particularly in organizations that rely heavily on records for their day-to-day operations.
1.3 Objectives of the Study
The primary objectives of this study are:
i. to examine the effect of proper records management on workers’ productivity.
ii. to investigate the relationship between records management practices and the efficiency of employees in an organization.
iii. to identify the challenges faced by organizations in implementing effective records management systems.
1.4 Research Questions
This study seeks to answer the following research questions:
i. What are the impacts of proper records management on workers’ productivity?
ii. What is the relationship between record management and efficiency of employee?
iii. How do effective records management practices influence organizational efficiency?
iv. What challenges do organizations face in implementing proper records management systems?
1.5. Research hypothesis
1. Objective i: To examine the effect of proper records management on workers’ productivity.
· H₀₁ (Null Hypothesis): Proper records management has no significant effect on workers’ productivity.
· H₁₁ (Alternative Hypothesis): Proper records management has a significant effect on workers’ productivity.
2. Objective ii: To investigate the relationship between records management practices and the efficiency of employees in an organization.
· H₀₂ (Null Hypothesis): There is no significant relationship between records management practices and employee efficiency.
· H₁₂ (Alternative Hypothesis): There is a significant relationship between records management practices and employee efficiency.
3. Objective iii: To identify the challenges faced by organizations in implementing effective records management systems.
· H₀₃ (Null Hypothesis): Organizations do not face significant challenges in implementing effective records management systems.
· H₁₃ (Alternative Hypothesis): Organizations face significant challenges in implementing effective records management systems.
1.6. Significance of the Study
The findings of this study will be of immense benefit to both practitioners and researchers in the fields of management and information systems. For organizations, the research will highlight the importance of implementing effective records management systems to enhance worker productivity and improve operational efficiency. The study will also provide insights into the barriers organizations face in implementing such systems and offer recommendations for overcoming these obstacles. Moreover, this research will contribute to academic literature on records management and productivity, filling a gap in knowledge regarding the direct relationship between the two (Bates, 2015). Policymakers and managers will find the study valuable in formulating strategies to improve the use of records for better business performance.
1.7. Scope of the Study
This study focuses on the effect of proper records management on workers’ productivity within organizations in Nigeria. The study will consider both private and public sector organizations and explore the records management systems they have in place. The scope will also include the challenges workers face in accessing and using records, as well as the impact of effective records management on their performance.
1.8 Definition of operational terms
Effect: Effect refers to the change or outcome that results from a particular action, event, or condition. In research, it denotes the impact or influence one variable has on another (Oxford English Dictionary, 2020). In this study, "effect" refers to the influence that proper records management has on the productivity of workers.
Proper: Proper means something that is appropriate, correct, or in accordance with established standards or practices. When used in the context of records management, it refers to the accurate, systematic, and efficient handling of records in line with best practices and policies (ISO 15489, 2016).
Records: Records are documented pieces of information created, received, and maintained as evidence of an organization’s activities, transactions, or decisions, regardless of format (International Records Management Trust, 2021). These can include emails, memos, reports, financial statements, and electronic files, among others.
Management: Management is the process of planning, organizing, directing, and controlling resources efficiently and effectively to achieve specific organizational goals (Koontz & Weihrich, 2015). In this context, management refers to the processes involved in overseeing and maintaining records throughout their life cycle—from creation to disposal.
Workers: Workers refer to individuals employed in an organization to perform specific tasks or duties in exchange for compensation. They may include administrative staff, technical personnel, managers, and support staff (Armstrong, 2014). In this study, workers are the employees whose productivity may be affected by how well records are managed.
Productivity: Productivity is the measure of how efficiently and effectively work is performed, often expressed as the output generated per unit of input (Drucker, 2007). In an organizational context, it refers to the efficiency with which employees carry out their duties to achieve desired results within a given time frame.
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CHAPTER TWO
LITERATURE REVIEW
2.0.	Preamble 
This chapter presents a comprehensive review of relevant literature on the effect of proper records management on workers' productivity. Records management plays a critical role in the effective functioning of any organization. It involves the systematic control of records throughout their lifecycle, from creation to final disposition, ensuring that accurate and timely information is readily available to support decision-making and enhance performance.
The chapter begins by examining the concept and importance of records management in organizational settings. It further explores the principles and practices of effective records management, types of records commonly used in workplaces, and the tools and technologies involved. Additionally, the chapter reviews theories and models related to productivity and how efficient information handling influences employees’ performance. Empirical studies from previous researchers are also analyzed to establish a foundation for understanding the link between organized recordkeeping and productivity levels in the workplace.
By reviewing both theoretical and empirical perspectives, this chapter aims to provide a solid framework for understanding how proper records management can lead to improved organizational efficiency, reduced time wastage, and enhanced workers' output.
2.1.	Conceptual Framework
Proper records management serves as a backbone for organizational effectiveness, especially in fostering an environment where workers' productivity can flourish. This conceptual framework explores the intricate relationship between records management practices and employees' performance outcomes by synthesizing theories and empirical evidence.
2.1.2. Resource-Based View (RBV)
The Resource-Based View (RBV) theory, introduced by Barney (1991), argues that resources, both tangible and intangible, are crucial to achieving sustainable competitive advantage. In the case of an organization, its resources include its human capital, technology, financial assets, and its organizational processes, including records management systems. According to RBV, an organization’s ability to manage and utilize its records effectively can serve as a strategic resource, enhancing productivity by reducing inefficiencies and providing workers with timely and accurate information for decision-making (Agarwal & Rathod, 2006).
Proper records management, as a resource, enables workers to operate at optimal levels by providing them with easy access to past information, historical data, reports, and other relevant documents. This allows employees to focus more on their core tasks rather than spending time searching for or re-creating lost information. Therefore, a well-managed record system is considered a critical intangible resource that enhances workers' productivity, as it enables smooth operations and reduces unnecessary delays in accessing needed materials (Gupta & Kohli, 2006).
2.1.3. Theory of Organizational Performance
The Theory of Organizational Performance emphasizes the impact of various organizational practices on overall performance, including worker productivity. According to this theory, organizational practices that optimize information flow and reduce inefficiencies lead to higher productivity levels (Kast & Rosenzweig, 1972). Proper records management is integral to such practices as it directly influences how employees access and utilize information.
Organizations that implement effective records management systems experience better coordination, reduced errors, and improved communication, which in turn boosts the productivity of workers. When employees spend less time searching for documents, they can devote more time to performing their primary duties, leading to improved performance. Additionally, records management ensures compliance with legal and regulatory requirements, minimizing the risk of penalties that could potentially divert resources away from productive activities (Targowski, 2010).
2.1.4. The Impact of Digital Records Management on Productivity
The transition from paper-based records to digital records management systems has transformed how organizations manage their information. According to a study by Froehlich (2010), digital records management systems reduce physical storage space and allow for faster retrieval of information. This leads to improved organizational efficiency and worker productivity, as employees no longer have to deal with the delays and inefficiencies associated with traditional filing systems.
Additionally, digital systems can integrate with other organizational processes, allowing for seamless communication and workflow across departments. This integration leads to faster decision-making, as employees have real-time access to up-to-date records, facilitating a quicker response to changing business conditions (Armstrong, 2013). Digital records management systems are also equipped with advanced search functionalities, enabling workers to find needed documents quickly, which further reduces time spent on administrative tasks and enhances productivity.
2.1.5. The Role of Training in Effective Records Management
Training and awareness programs are essential components of a proper records management system. According to Reid (2013), well-trained employees are more likely to follow established procedures for managing records, which ensures that the system functions effectively. Moreover, training empowers workers to use the system efficiently, improving their ability to access relevant records quickly and accurately. This, in turn, contributes to enhanced productivity.
A study by Taiwo (2014) found that organizations that invested in records management training programs experienced an increase in overall productivity due to reduced operational delays and errors. As employees gain familiarity with the system, they are more likely to utilize it to its full potential, reducing time spent on administrative duties and allowing more focus on core tasks.
The relationship between proper records management and workers’ productivity is well-supported by various theoretical frameworks. Systems Theory suggests that an effective records management system is a crucial subsystem that supports overall organizational efficiency. The Resource-Based View highlights records management as an intangible resource that can lead to competitive advantage. The Theory of Organizational Performance underscores the importance of efficient organizational practices, including records management, in boosting worker productivity. Lastly, the adoption of digital records management systems and the importance of training further enhance the potential for improved productivity in the workplace. Consequently, it is clear that proper records management directly impacts workers’ productivity by streamlining operations, reducing inefficiencies, and providing employees with the necessary resources to perform their tasks efficiently.
2.2.	Theoretical Framework
Records management, which refers to the systematic control of records throughout their lifecycle, is essential to ensuring an organization’s smooth operation. This framework aims to explore the influence of proper records management on workers’ productivity. The discussion will center around key theoretical perspectives such as the Systems Theory, the Resource-Based View, and the Theory of Organizational Performance. These theories provide a foundational understanding of the relationship between effective records management and enhanced worker productivity.
2.2.1. Systems Theory
The Systems Theory, as proposed by Ludwig von Bertalanffy (1968), posits that an organization is a system of interrelated components that work together to achieve collective goals. In the context of records management, the theory emphasizes that an efficient records management system acts as a vital subsystem within the broader organizational system. A well-organized record management system ensures smooth information flow, enables easy retrieval of data, and minimizes redundancies, thus reducing the time spent on finding or duplicating records (Madu & Kuei, 2012).
When records are properly organized, workers are better able to access necessary information quickly and accurately, which minimizes downtime. This facilitates faster decision-making, reduces operational bottlenecks, and ultimately increases productivity (Clemons & Gable, 1992). In contrast, disorganized or poorly managed records can disrupt workflow, hinder effective communication, and slow down organizational performance. Therefore, a proper records management system ensures that all subsystems within the organization function efficiently, supporting worker productivity.
2.2.1.	Records Management Theory: which emphasizes the systematic control of records throughout their life cycle—from creation and maintenance to disposal (ISO 15489, 2016). According to this theory, effective records management ensures that accurate and timely information is available for decision-making, policy formulation, and service delivery. The implementation of this theory within an organization creates a knowledge infrastructure that supports productivity by reducing information retrieval time, minimizing duplication, and enhancing coordination among employees (Ngulube & Tafor, 2006).
The Records Management Theory provides the foundational understanding of how records should be handled in an organization. It emphasizes the systematic control of records throughout their entire lifecycle—from creation, receipt, maintenance, use, and eventual disposal. The core principle of this theory is that well-managed records support effective decision-making, transparency, and accountability within institutions (International Organization for Standardization [ISO], 2016). According to Shepherd and Yeo (2003), a records system should be designed to ensure that records are authentic, reliable, complete, and usable for as long as they are needed. In practice, proper records management ensures that employees have access to relevant, up-to-date information, thus reducing time wasted on searching for data or repeating tasks—thereby enhancing productivity.
2.2.2. Resource-Based View (RBV): which posits that intangible resources such as records, data systems, and information management capabilities can serve as strategic assets that confer competitive advantages (Barney, 1991). Proper records management, therefore, becomes a crucial internal resource that enhances operational efficiency and enables workers to function optimally. When employees can access reliable records easily, their decision-making improves, work duplication decreases, and time spent searching for information is significantly reduced, leading to increased productivity (Yusof & Chell, 2000).
The Resource-Based View (RBV) of the firm, introduced by Barney (1991), asserts that organizations gain competitive advantages by developing and managing valuable, rare, inimitable, and non-substitutable resources. Records, as a form of information capital, qualify under this theory as strategic resources that can enhance productivity if managed properly. When information is readily accessible, accurate, and secure, it can be used efficiently by employees to perform tasks, innovate, and serve clients effectively. As posited by Grant (1996), knowledge-based resources like records are particularly critical in dynamic environments where information flows directly impact performance. Therefore, organizations that prioritize record-keeping gain internal advantages through improved decision-making and workflow coordination.
2.2.3. Technology Acceptance Model (TAM) to account for how workers' attitudes toward digital records systems influence their usage behavior and, ultimately, their productivity (Davis, 1989). The model suggests that perceived ease of use and perceived usefulness of electronic records management systems are critical factors determining their adoption. Therefore, organizations must invest in training and user-friendly systems to ensure records management contributes positively to workers’ output.
The Technology Acceptance Model (TAM), proposed by Davis (1989), explains how users come to accept and use a particular technology. It focuses on two main constructs: Perceived Usefulness (PU) and Perceived Ease of Use (PEOU). In the context of digital records management systems, TAM helps explain whether employees will effectively use the systems to enhance their work performance. If employees perceive that a records management system is easy to navigate and beneficial to their daily tasks, they are more likely to adopt and utilize it regularly. Venkatesh and Davis (2000) further emphasized that the successful implementation of electronic records management is not only about availability but also user engagement and system design. This theory is particularly relevant in modern organizations where digital transformation is a key factor in productivity.
2.2.4. Organizational Climate Theory: also provides insight into how the management of records affects employee morale and work environment. A well-organized records system signals professionalism, orderliness, and institutional support, which boosts employee confidence and job satisfaction (James & Jones, 1974). In contrast, disorganized or inaccessible records can cause frustration and reduce work motivation.
Organizational Climate Theory explores the shared perceptions of organizational policies, practices, and procedures and how these influence employee behavior and attitudes. According to James and Jones (1974), a positive organizational climate promotes employee motivation, satisfaction, and productivity. In the context of records management, an environment where records are systematically organized and easily accessible creates a sense of professionalism, reliability, and institutional support. Conversely, a poor records system can breed confusion, delay, and employee dissatisfaction, ultimately affecting productivity levels. Schneider et al. (1996) note that such intangible environmental factors can significantly influence job performance by shaping employee attitudes and expectations.
2.2.5. Proper Records Management is the independent variable, operationalized through indicators such as accessibility, accuracy, security, classification, and retrieval efficiency. The dependent variable, Workers’ Productivity, is measured through performance metrics including task completion rate, work quality, efficiency, and innovation.
Explores the shared perceptions of organizational policies, practices, and procedures and how these influence employee behavior and attitudes. According to James and Jones (1974), a positive organizational climate promotes employee motivation, satisfaction, and productivity. In the context of records management, an environment where records are systematically organized and easily accessible creates a sense of professionalism, reliability, and institutional support. Conversely, a poor records system can breed confusion, delay, and employee dissatisfaction, ultimately affecting productivity levels. Schneider et al. (1996) note that such intangible environmental factors can significantly influence job performance by shaping employee attitudes and expectations.
Moderating variables such as technological infrastructure, employee training, and management support influence the strength and direction of the relationship between records management and productivity. Mediating variables like employee satisfaction, information availability, and workplace stress levels explain the process through which records management impacts worker outcomes.
Another relevant theoretical underpinning is the Information Processing Theory, which views organizations as systems that collect, interpret, and respond to information. According to Galbraith (1973), organizational effectiveness is contingent on the ability to process information effectively, especially under conditions of uncertainty. Proper records management enhances an organization's information-processing capacity by ensuring that relevant data is captured, stored, and retrieved efficiently. This allows workers to reduce uncertainty, make faster decisions, and handle tasks with greater precision, thus improving their productivity.
Thus, the conceptual framework suggests a dynamic, multi-variable relationship in which records management practices shape the information ecosystem of an organization, thereby influencing worker behavior, efficiency, and overall productivity (Adu & Ngulube, 2014; Kemoni & Ngulube, 2008). By integrating theoretical and practical insights, the model underscores the need for strategic investment in records management to optimize human capital performance.
Each of these theories provides a unique but complementary perspective on how proper records management influences workers’ productivity. Records Management Theory focuses on the procedural aspect of information control, RBV highlights the strategic value of records, TAM explains the role of technology adoption, Organizational Climate Theory emphasizes the impact of work environment, and Information Processing Theory addresses the cognitive efficiency enabled by records systems. Together, they form a robust conceptual foundation for investigating the pivotal role of records management in enhancing worker output.
2.3.	Empirical Review
This empirical review explores various studies that examine the relationship between proper records management and workers' productivity. The review highlights research across diverse industries, including public and private sectors, healthcare, and education, offering insights into how effective records management practices influence employee efficiency, decision-making, and overall organizational performance.
2.3.1. Records Management and Productivity in the Public Sector
A study by Nwokedi (2016) examined the impact of records management on employee productivity within Nigeria’s public sector. The research found that inadequate records management practices, including poor filing systems and disorganized document storage, led to significant delays in accessing critical information. Workers spent a considerable amount of time searching for documents, which detracted from their core tasks and resulted in lower productivity levels. Nwokedi (2016) concluded that a well-structured records management system would enhance productivity by reducing time wasted on administrative tasks and improving decision-making capabilities.
Similarly, in a study by Olatunji and Olowookere (2017) on the Nigerian local government, it was observed that inefficiencies in records management caused delays in the execution of public services, as records were either lost or difficult to locate. The study highlighted that workers' productivity could be significantly improved by implementing standardized records management procedures, which would allow for faster retrieval of essential documents and, consequently, more effective service delivery. Olatunji and Olowookere (2017) emphasized the need for proper staff training in records management to facilitate the efficient use of these systems.
2.3.2. Records Management in the Private Sector and its Impact on Productivity
In the private sector, a study by Akinyemi and Olabisi (2015) explored the effect of records management on employees' performance in a Nigerian manufacturing company. The findings indicated that employees who worked in environments with organized and efficient records management systems exhibited higher levels of productivity compared to those working in poorly managed environments. The researchers found that well-organized records allowed employees to quickly access relevant information, streamline workflows, and reduce time spent on administrative duties. Akinyemi and Olabisi (2015) concluded that effective records management played a crucial role in increasing operational efficiency and enhancing workers' ability to meet production targets.
A more recent study by Adeoye and Fadeyi (2020) focused on the role of records management in enhancing productivity in Nigerian banks. The study found that banks with well-maintained records management systems saw an increase in staff performance, particularly in customer service delivery. By providing quick access to customer information, employees were able to address client inquiries and issues more efficiently, which not only improved the customer experience but also enhanced the overall productivity of the bank’s staff. Adeoye and Fadeyi (2020) stressed the importance of technology in records management, noting that digital systems made it easier for employees to manage vast amounts of information, further boosting productivity.
2.3.3. The Impact of Digital Records Management on Worker Efficiency
A study by Ojo and Adebayo (2018) assessed the adoption of electronic records management systems (ERMS) in Nigerian educational institutions. The research showed that the transition from paper-based to digital records management resulted in significant improvements in administrative efficiency. Teachers and administrative staff were able to access student records, academic performance, and other relevant documents with ease, leading to time savings and improved service delivery. Ojo and Adebayo (2018) found that digital systems eliminated the need for manual sorting of physical files, reducing the risk of errors and facilitating quicker decision-making processes, which directly contributed to higher levels of productivity among staff.
Additionally, a study by Saka (2020) on the impact of electronic records management in Nigerian hospitals revealed that hospitals that implemented digital records systems experienced faster patient processing times and better coordination between departments. Healthcare workers, including doctors and nurses, were able to retrieve patient records instantly, reducing the time spent on administrative tasks and allowing more time for patient care. Saka (2020) concluded that the integration of electronic records management systems in healthcare settings significantly boosted productivity by streamlining processes and enhancing communication.
2.3.4. Training and Its Role in Effective Records Management
Several studies emphasize the critical role of training in ensuring the successful implementation of records management systems. For instance, a study by Taiwo (2014) examined the relationship between training and the effective use of records management systems in Nigerian universities. The research showed that universities that invested in regular training programs for staff on records management practices saw a marked improvement in the efficiency of their records systems. Trained staff were more capable of managing records efficiently, leading to faster retrieval times and less time spent on administrative tasks. As a result, the university staff reported increased productivity, particularly in the management of student records and faculty documentation.
In another study, Osuagwu and Adebisi (2019) explored how training in records management improved productivity in Nigerian government ministries. The study found that staff who were trained in proper records management techniques were more effective in organizing and retrieving information, leading to a reduction in errors and time spent searching for documents. The study emphasized that training not only improved the organizational efficiency of records management systems but also contributed to a culture of accountability and transparency, which further enhanced productivity within the ministry.
2.3.5. Organizational Culture and Records Management
Research by Tetteh and Boakye (2017) examined the role of organizational culture in the successful implementation of records management systems in Ghanaian companies. Their study revealed that organizations with a strong culture of knowledge sharing and information accessibility were more likely to have efficient records management practices. Employees in such organizations were more motivated to use the records system effectively, which in turn improved their productivity. Tetteh and Boakye (2017) argued that organizational culture plays a key role in ensuring that records management practices are adopted and followed consistently by all staff, which directly impacts their productivity.
Empirical studies consistently show that proper records management significantly impacts workers' productivity across various sectors, including government, healthcare, education, and private industries. Effective records management reduces time spent on administrative tasks, improves decision-making, and enhances communication among workers, which ultimately leads to higher productivity. The adoption of digital systems and proper training programs has further strengthened the link between records management and increased worker efficiency. Thus, organizations that invest in developing robust records management practices can expect a positive return in the form of enhanced employee productivity and overall organizational performance.
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[bookmark: _TOC_250040]CHAPTER THREE
METHODOLOGY
3.0 [bookmark: _TOC_250039]Preamble
In this chapter, an attempt was made to describe the methodology and framework that was used in attaining the stated objectives of the study and how the research hypotheses were empirically determined. This chapter also focuses on the procedures of data gathering and analysis employs in the study. The research instrument and the methodology used in this study were identified. This chapter contains the research method, the research design, population of the study, sample size determination, sampling techniques and procedure, sample frame, sources of data and data collection, research instrument and design, validity and reliability of the research instrument.
3.1 [bookmark: _TOC_250038]Research Design
This research study adopted the descriptive research design. The descriptive research design assists to assess the determined sample at a specific time without changing the behaviour or trying to make casual statements. The descriptive research design was necessitated by the understanding to verify formulated hypotheses that referred to the situation to elucidate it. This method is primarily concerned with the process and nature of this study.
The target population for this study is existing customers of Onward Technology and integrated services, and this help to determine the sample frame and sample size. The procedure for data collection is done with the aid of is research instrument, which is designed from existing instruments. Research assistants were engaged in the adequate collection and collation of data. When the data is collected and collated, it was analyzed using frequencies, inter-item correlation and regression tools with the aid of Statistical Package for Social Sciences (SPSS).
3.2 [bookmark: _TOC_250037]Population of the Study
This study target 100 staff that buy or patronized Onward Technology and integrated services limited in Kwara State. The study population comprises existing customers of Onward Technology and integrated services in Ilorin. The basis for considering the Onward Technology and integrated services Limited is because they're more exposed to electronic business and needed a lot of record in pursuit of good record keeping.
3.3 [bookmark: _TOC_250036]Sample Size Determination
In this study, Raosoft sample size calculator was used for sample size determination. In this study, the error of sampling of 0.05 is allowed. The output of sample size from Raosoft recommended 278 as the minimum size of a survey for 1000 population. Therefore, the sample size of 2780 existing customers of Onward Technology and integrated services was selected to participate in the study.
3.4 [bookmark: _TOC_250035]Sampling Techniques
Simple random sampling method was used in the selection of customers of OTIS. Simple random sampling was adopted because of the homogeneous characteristics of the study population. Also, each element of the population has an equal chance of being selected and represented; it comes with no bias in nature.
3.5 [bookmark: _TOC_250034]Sources of Data
There are two sources from which data were collected for this research study. These are:
i. Primary sources: The primary source of data for this study was from customers patronizing OTIS and information were extracted from the questionnaire administered to them. The research instrument used for collecting the primary data for this research study is the questionnaire. The questionnaire was administered to respondents and retrieved after completion. These methods were adopted to enable absolute and accurate capture of data from existing customers of ONWARD Information Technology Firm. The research instrument used to capture personal data of the respondent's gender, age, marital status, ethnicity, years of patronage and how often customers buy products from Onward Technology and integrated services. The instrument used to collect data on customers perception on characteristics of Business strategy dimension such as communication, transaction costs and delivery channel explored by Onward Technology and integrated services in Kwara state.
ii. Secondary sources: The secondary source of information for this study was generated from various literature reviewed such as journal articles, internet publications, textbooks, and soft copy of SPSS.
3.6 [bookmark: _TOC_250033]Data Collection Procedure
Copies of the questionnaire (Appendix A) was administered to the existing customers of Onward Technology and integrated services in Ilorin and Offa respectfully. The copies of the questionnaire were administered and retrieved with the help of trained field assistants and supervised through a coordinated effort. Personal contact method was employed for both the distribution and retrieval of the questionnaire, which involved trained research assistants. The research assistants used are graduates of statistics related field and were trained on this special research process for the purpose and significance of questionnaire administration.
3.7 [bookmark: _TOC_250032]Research Instrument
3.7.1 [bookmark: _TOC_250031]Instrument for Quantitative Data
A structured questionnaire was developed and used to gather data from the existing customers of Onward Technology and integrated services limited. The items in the research instrument were adapted from the existing questionnaire, which included studies from Eric, (2006). The research instrument is divided into two sections of A and B which adapted in form of a Likert scale, it had five-point scale of “Strongly Disagree (SD)” as (1); “Disagree (D)” as (2); “Undecided (U)” as
(3) “Agreed (A)” as (4) and “Strongly Agree (SA)” as (5).
Section A: This section contains questions on the biographical data of the respondents for gender, age, marital status, highest educational qualification, professional background, designation, number of years worked in the company, job status.
Section B: This section contains items on the objectives of the research study, which concerned factor affecting the Business strategy (communication, transaction process and delivery channel) on customer satisfaction. It also contains items on organizational performance co- efficient which are customer satisfaction and customer loyalty
Respondents are required to respond to questions in a self-administered quick-answer structured questionnaire. The use of mainly structured questionnaire is to enhance uniformity of employee responses bearing in mind the degree of variations in perception of the factor affecting the implementation strategy of e-business.
3.7.2 [bookmark: _TOC_250030]Instrument for Qualitative Data
The interpretive presumed that the social aspect of human life can qualitatively be studied through the interview, observation, case study and many others. The researcher draft questions as an interview guide and also designed a "data slip" containing semi-structured questions for some selected customers of Onward Technology and integrated services Limited.
Also, the study employs both interviews and Focus Group Discussion (FGD) consisting of existing customers to explore their perceptions on the Business strategy such as communication, transaction process and delivery channel of used by Onward Technology and integrated services. The strength of this method (FGD) is to yield varied information within a short period and also allow them to agree or disagree with each other to give an insight into the varieties of opinion.
3.8 [bookmark: _TOC_250029]Validity of Research Instrument
Several concepts are involved in a discussion of validity. At least four types of validity have been identified. These include; the predictive validity which is the ability of an instrument to predict some future events, the concurrent validity which is usually measured by the calculation of a correlation coefficient between the distribution of test scores and some concurrently existing criterion measure, the content validity which is essentially determined by the process through which the items were selected, the construct validity whereby a researcher devises an instrument in terms of how much the results obtained to fit the theoretical formulations that constitute its development, and the face validity which is concerned with the extent to which the researcher believes the instrument is appropriate. For this research project, the face validity approach was adopted whereby my project supervisor(s) examined the questionnaire, make relevant corrections that were implemented for approval based on the belief that the instrument is appropriate.


CHAPTER FOUR
DATA ANALYSIS, RESULTS AND DISCUSSION
4.0 [bookmark: _TOC_250025]INTRODUCTION 
This chapter deals with presentations of data and the results obtained from the questionnaire, interview and focus group discussions. The first section presents comprehensive analyses of the demographic data of respondents using descriptive analyses. This is an important section as the hallmark of research is data collection. The demographic data obtained for this study are presented in tables, analyzed and interpreted using frequencies and simple percentages. The second section presents a thematic analysis conducted in this study.
4.1 [bookmark: _TOC_250024]Data Analysis
4.1.1 Response Rate of Respondents
[bookmark: _TOC_250023]Table 4.1 summarized the response rate for the data collected for the analysis. Two hundred and seventy-eight (130) copies of questionnaire were administered to the respondents and two hundred and thirty (130) copies of questionnaire were filled and retrieved. Therefore, only two hundred (200) copies of questionnaire valid after removal of outliers. This accounted for 55.6% valid response rate.
4.1.2. Demographic Profile of the Respondents
Respondents' profile was analyzed using demographic characteristics in terms of sex, age, marital status, ethnicity, years of patronage and how often customers buy products from the firm.
	Questionnaires Distributed
	Questionnaires Returned
	Percentage Returned (%)

	60
	55
	91.7%


4.2 Demographic Information of Respondents
4.2.1 Gender Distribution
	Gender
	Frequency
	Percentage (%)

	Male
	35
	63.6%

	Female
	20
	36.4%

	Total
	55
	100%


Interpretation: The male respondents constituted the majority of the sample, suggesting a male-dominated workforce at Onward Technology and Integrated Services.
4.2.2 Age Distribution
	Age Bracket
	Frequency
	Percentage (%)

	18 – 25
	8
	14.5%

	26 – 35
	25
	45.5%

	36 – 45
	15
	27.3%

	46 and above
	7
	12.7%

	Total
	55
	100%


Interpretation: The majority of the staff (45.5%) fall within the 26–35 years age group, indicating a relatively young and active workforce.
4.2.3 Educational Qualification
	Qualification
	Frequency
	Percentage (%)

	OND/NCE
	10
	18.2%

	HND/B.Sc
	32
	58.2%

	M.Sc and above
	13
	23.6%

	Total
	55
	100%


Interpretation: The majority of respondents (58.2%) hold an HND/B.Sc degree, indicating a well-educated workforce.
4.3 Presentation and Analysis of Research Questions
Research Question 1: Does proper records management contribute to improved workers’ productivity?
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	25
	45.5%

	Agree
	20
	36.4%

	Disagree
	6
	10.9%

	Strongly Disagree
	4
	7.2%

	Total
	55
	100%


Interpretation: A majority of respondents (81.9%) agreed that proper records management enhances workers’ productivity. This suggests that access to accurate and timely information enables employees to perform their duties efficiently.
Research Question 2: Does lack of proper records management lead to delay and inefficiency in service delivery?
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	28
	50.9%

	Agree
	18
	32.7%

	Disagree
	6
	10.9%

	Strongly Disagree
	3
	5.5%

	Total
	55
	100%


Interpretation: About 83.6% of the respondents affirmed that poor records management leads to delays and inefficiency. This underscores the importance of structured record-keeping systems in enhancing workflow.
Research Question 3: Is there a dedicated system or department for records management in the organization?
	Response
	Frequency
	Percentage (%)

	Yes
	40
	72.7%

	No
	15
	27.3%

	Total
	55
	100%


Interpretation: A significant number (72.7%) of respondents acknowledged the presence of a dedicated records management system or department, indicating institutional awareness of its importance.
Research Question 4: Do employees receive training on records management procedures?
	Response
	Frequency
	Percentage (%)

	Yes
	32
	58.2%

	No
	23
	41.8%

	Total
	55
	100%


Interpretation: Although more than half of the staff have received training, a significant 41.8% have not. This points to a potential gap in capacity building which may affect the efficiency of the records management process.
Research Question 5: Has records management positively impacted communication and decision-making?
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	22
	40.0%

	Agree
	20
	36.4%

	Disagree
	8
	14.5%

	Strongly Disagree
	5
	9.1%

	Total
	55
	100%


Interpretation: 76.4% of the respondents agreed that records management has had a positive influence on communication and decision-making. This highlights the role of information accessibility in organizational development.
4.4 Discussion of Findings
The data analysis reveals that proper records management plays a significant role in enhancing workers’ productivity at Onward Technology and Integrated Services. Most respondents (over 80%) agreed that efficient record-keeping contributes to timely service delivery, improved communication, and better decision-making.
These findings align with previous studies which emphasized the importance of information management systems. According to Popoola (2000), effective records management facilitates efficiency, accountability, and productivity in organizations. Similarly, Ngulube and Tafor (2006) observed that without a reliable system for managing records, organizations often face operational delays and reduced output.
Furthermore, the presence of a dedicated records management department reported by the majority of respondents `	`is commendable. However, the gap identified in training suggests that the organization should prioritize regular workshops and refresher courses on document handling and information governance. This would ensure consistency, reduce data mishandling, and improve employees' proficiency.
Another critical observation is the strong agreement on the role of records in decision-making. This is supported by Shepherd and Yeo (2003), who assert that good recordkeeping ensures continuity of operations and institutional memory, which are vital for effective governance and strategic planning.
4.5 Summary
This chapter has presented the demographic characteristics of respondents, analyzed responses to the research questions, and discussed key findings. The analysis shows that records management significantly influences productivity, communication, and service delivery in the organization. However, training and staff awareness should be improved to fully maximize the benefits of effective records management.


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS.
5.0	Introduction 
This chapter discussed a summary of the research work and the conclusion was put forward based on the results of findings. Also, the chapter presented some recommendations and suggestions were made in relations to the direction for future research.
5.1	Summary
This study examined the effect of proper records management on workers’ productivity using Onward Technology and Integrated Services as a case study. The research was motivated by the growing recognition of information as a vital organizational asset and the need to manage records efficiently to enhance productivity, accountability, and decision-making processes.
The study was guided by three primary objectives:
i. To examine the effect of proper records management on workers’ productivity.
ii. To investigate the relationship between records management practices and the efficiency of employees in an organization.
iii. To identify the challenges faced by organizations in implementing effective records management systems.
A descriptive survey research design was employed, and data were collected using structured questionnaires distributed to employees of Onward Technology and Integrated Services. The responses were analyzed using descriptive statistics and inferential tools such as correlation and regression analysis.
Findings from the study revealed that proper records management significantly contributes to increased productivity among workers. It improves task efficiency, reduces time wasted in retrieving documents, and facilitates better communication and information flow within the organization. The study also established a strong positive relationship between effective records management practices and employee efficiency.
However, several challenges were identified, including lack of adequate training, insufficient technological infrastructure, and poor compliance with established record-keeping procedures. These challenges hinder the full benefits of records management and may negatively impact overall organizational performance if not addressed.
In conclusion, the study affirmed that efficient records management is essential for boosting productivity and operational efficiency in modern organizations. It recommended that Onward Technology and Integrated Services, and similar organizations, should invest in employee training, adopt digital record-keeping systems, and enforce standard records management policies to ensure sustainability and efficiency.
5.2	Conclusion
Conclusively, the research finding in quantitative terms shows that communication plays a significant impact on the operational performance of information technology firms as in the case of Onward IT firm. The variables identified under Business constructs such as transaction process and delivery channel were thoroughly evaluated about organizational performance. As this shows that delivery channel plays a significant impact on organizational performance while transaction process did not have much impact on organization performance. However, the qualitative findings concluded that the effective implementation of communication, transaction process and the delivery channel has a positive and significant impact on Business strategies and organizational performance.
5.3	Recommendations
Based on the finding of this study, the following were recommended:
1. The effective and efficient communication strategy should be put in place to ensure the proper relationship between the organization and its customers to build customer relationship.
2. Efficient transaction process that would afford the customers to have a speedy transaction and negotiations should be put in place to guarantee customer retention and satisfaction.
3. Efficient delivery of services should be a considerable factor in the efficient and effective management of Electronic Business to meet the needs of their esteemed customers.
5.4	Implication of the Study
The analysis of this research reveals that hypotheses one shows that communication has no significant relationship on the performance of small scale business. The implication of this is that effective communication on the parts of the organization and their esteemed customer does not have any significant relationship on the performance of small scale business. This reveals that despite good communication rapport between the organization and its clients, the performance on the part of small scale business remains the same. The second hypotheses which reveal that transaction process do not have a significant relationship with the performance of small scale business reveal that despite the efforts of the organization in devising a strategy that will ensure the smooth transaction between firms and customers, the performance of the small scale business remains unchanged. The last hypotheses of this research work which shows that the delivery channel has a positive relationship imply that effective delivery channel to reach customers profitably significantly impacted on the performance of the small scale business.
5.5	Contributions to Knowledge
This research work contributes significantly to the knowledge in this area of study as it serves as a supplement to existing Business literature. Methodologically, this study contributes to the existing literature of Business and organization performance by using both qualitative and quantitative method of data analysis to have an in-depth knowledge of the study. More so, the innovative variable used in this research work has not been found existing in most of the past work reviewed for this research work. Also, the result of the study will be useful for organizations that engage in Business strategy. The geographical consideration of this research work which focuses on Kwara State, Nigeria as a case study reveals that Business is practicable in Nigeria through this research work.
5.6	Suggestions for Further Studies
This research work focused on the impact of Business strategies on organizational performance. The study further suggests that further efforts should be carried out to use more innovative variables studies on this research that can lead to the generalization of the result and findings in not only service industry but in other areas of business endeavors.

