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Abstract 
Records underpin the delivery of public services, yet in many devolved units in Kenya they are 
not managed with the care that effective service delivery requires. This study assessed the 
perceived influence of records management practices on enhanced service delivery in Mavoko 
Sub-County, Machakos County, Kenya. Four objectives guided the study: to establish the 
records management practices undertaken in the Sub-County; to analyse the perceived effects of 
those practices on service delivery; to propose strategies for improving records management 
practices; and to identify the challenges experienced in managing records for service delivery. 
The study was informed by the records life cycle theory and the information governance 
reference model. A descriptive research design was adopted, using a case study of the Mavoko 
Sub-County headquarters. Because the target population of staff who handle records directly was 
small (36), a census was used rather than a sample. Data were collected mainly through 
questionnaires, which were pilot-tested at the Mavoko Municipal Lands Office to establish 
validity and reliability. Quantitative data were analysed using descriptive statistics and presented 
in tables and figures, while qualitative responses were analysed thematically. The response rate 
was 83.3% (30 of 36). The study found that records management practices at Mavoko were only 
partially applied: records were stored partly in a central registry and partly within departments, 
many officers handling records lacked formal professional training, and management support and 
facilities were inadequate. Respondents nonetheless associated sound records management with 
efficiency, reduced corruption and fraud, and protection of records from loss or damage. Internal 
challenges included a shortage of trained records managers and weak records security, while 
external challenges related to the physical environment, infrastructure and policy. The study 
recommends staff training, adequate budgeting and facilities, a decentralised registry system 
supported by a records centre, and closer collaboration with the Kenya National Archives and 
Documentation Service. 
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INTRODUCTION 
Records are the backbone of effective service delivery in both the public and the private sector. 
They serve as evidence of transactions, policies and operational activities, and they provide the 
reliable basis on which planning, monitoring and evaluation depend. In public administration, 
sound records management is especially critical because government institutions hold 
information that affects citizens’ rights, public resources and the implementation of policy. 
Where records are managed poorly, organisations face inefficiency, financial loss, weak 
accountability and, ultimately, the erosion of public trust (Dikopoulou & Mihiotis, 2016). 
Globally, the importance of records management has been reinforced by professional standards. 
The international standard for records management, ISO 15489, provides guidelines for creating, 
capturing and maintaining records throughout their life cycle (International Organization for 
Standardization [ISO], 2016). In many countries, public sector reforms have treated information 
as a strategic resource that promotes transparency, curbs corruption and improves efficiency in 
governance (Kastenhofer, 2015). Across much of Africa, however, inadequate infrastructure, a 
shortage of trained professionals, weak enforcement of policy and limited awareness of records 
management principles have constrained good practice and, in turn, affected service delivery at 
both national and local levels (Mwangi, 2017). 
Kenya has long recognised the role of records management in improving service provision. The 
Public Archives and Documentation Service Act (Cap. 19) and the guidance issued by the Kenya 
National Archives and Documentation Service (KNADS) provide a framework for managing 
government records. Despite these instruments, many public institutions still contend with poor 
filing systems, inadequate storage, the misplacement of critical documents and slow adoption of 
digital technologies. These weaknesses compromise timely decision-making, transparency and 
accountability, particularly in devolved units where service delivery has a direct effect on local 
communities (Osebe et al., 2018). 
Machakos County, one of Kenya’s devolved governments, has made progress in service delivery 
since the introduction of devolution. As in other counties, however, records management remains 
a crucial determinant of administrative effectiveness. Mavoko Sub-County is one of the fastest-
growing urban and industrial hubs within Machakos, and its rapid socio-economic expansion has 
increased demand for efficient public services, making the proper management of records both 
necessary and urgent. Available evidence suggests that Mavoko continues to face difficulties 
related to records management that could undermine efficiency and accountability if they are not 
addressed. It is against this background that the present study examined records management 
practices in the Sub-County, exploring existing systems, challenges and opportunities in order to 
contribute to both scholarship and practical improvement. 
Statement of the Problem 
Records can improve and sustain service delivery, but poor records management undermines it. 
When information cannot be retrieved because volumes of records clog limited office space, the 
effectiveness, accountability and efficiency of an organisation are weakened, leading to poor 
decision-making and creating opportunities for corruption, fraud and the abuse of citizens’ rights 
(Sichalwe et al., 2011). Since the onset of devolution in 2010, counties and sub-counties in 
Kenya have steadily widened the scope of services offered to residents, and this expansion has 
generated ever-larger volumes of records. Continued growth of this kind makes it important to 
study how existing records management practices affect service delivery (Iivari et al., 2020) 
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In Mavoko Sub-County, the rise in record creation and the corresponding demand for services 
have been pronounced. The Sub-County hosts several government offices and attracts companies 
and non-governmental organisations that establish operational bases there, all of which generate 
records. Concern about the link between weak records management and poor service delivery is 
not new; the Institute of Economic Affairs forum held in Nairobi in July 2005 resolved that poor 
records management practices were among the causes of poor service delivery. Yet few studies 
have examined the application of records management practices to service delivery in Sub-
County governments in Kenya. This study was therefore designed to examine records 
management practices and service delivery in Mavoko Sub-County, together with the attendant 
challenges, and to propose strategies for improving records-related services for all stakeholders. 
Objectives of the Study 
The main objective of the study was to investigate the perceived influence of records 
management practices on service delivery in Mavoko Sub-County, Machakos County. The 
specific objectives were: 

1. To establish the records management practices undertaken in Mavoko Sub-County, 
Machakos County. 

2. To analyse the perceived effects of records management practices on service delivery in 
Mavoko Sub-County, Machakos County. 

3. To propose strategies for improving records management practices for service delivery in 
Mavoko Sub-County, Machakos County. 

4. To identify the challenges experienced in managing records for service delivery in Mavoko 
Sub-County, Machakos County. 

Research Questions 
The study answered the following research questions: 

1. What records management practices are undertaken in Mavoko Sub-County, Machakos 
County? 

2. What are the perceived effects of records management practices on service delivery in 
Mavoko Sub-County, Machakos County? 

3. What strategies can improve records management practices for service delivery in Mavoko 
Sub-County, Machakos County? 

4. What challenges are experienced in managing records for service delivery in Mavoko Sub-
County, Machakos County? 

Significance of the Study 
The study is of value to policy makers, practitioners and academics. For practitioners in Mavoko 
Sub-County, it raises awareness of the records management practices required to enhance service 
delivery and encourages closer liaison with the Kenya National Archives and Documentation 
Service. By revealing shortfalls in current practice and recommending a way forward, the study 
offers a practical basis for strengthening records management in the Sub-County. For the wider 
field, it adds to the limited body of evidence on records management in devolved units in Kenya. 
Scope of the Study 
The study was confined to the perceived influence of records management practices on service 
delivery in Mavoko Sub-County, Machakos County. Geographically, it was carried out at the 
Mavoko Sub-County headquarters, covering the departments that handle records: the Deputy 
County Commissioner’s office, the Mavoko Sub-County office, the Mavoko Municipal office, 
the Mavoko Law Court, the Education office and the Lands office. In terms of respondents, it 
targeted the 36 members of staff who handle records directly. Thematically, it examined the 
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records management practices undertaken, their perceived effects on service delivery, strategies 
for improvement and the challenges experienced, and it did not extend to a full evaluation of 
electronic records systems or to service delivery outcomes measured from the perspective of 
citizens. 
Limitations of the Study 
Two limitations should be borne in mind when interpreting the findings. First, the study relied on 
self-reported data collected through questionnaires, which can be affected by response bias; this 
was mitigated by assuring respondents of anonymity and confidentiality and by piloting the 
instrument to remove ambiguous items. Second, because the study was restricted to a single Sub-
County with a small population, the findings describe Mavoko in depth but should be generalised 
to other devolved units only with caution. The use of a census of all records-handling staff, rather 
than a sample, strengthens the representativeness of the results within the study setting. 
Operational Definition of Terms 
Records refers to recorded information, in any form, created or received and maintained by the 
Sub-County in the course of its business and kept as evidence of its activities. 
Records management practices refers to the functions applied to records across their life cycle, 
namely creation, storage and maintenance, survey, appraisal, retention and disposition. 
Service delivery refers to the provision of public services to residents in a timely, efficient and 
accountable manner, supported by reliable access to records. 
Records life cycle refers to the stages through which a record passes, from creation and active 
use through semi-current storage to final disposition by archiving or authorised destruction. 
LITERATURE REVIEW 
This section presents the theories that informed the study and reviews the literature relevant to 
the four objectives: the records management practices undertaken, the effects of those practices 
on service delivery, the strategies for improving them, and the challenges experienced in using 
them. It closes by establishing the research gap. From the literature, it is clear that records 
management practices are essential to sound administration; where they are weak, service 
suffers. Kreienkamp (2021), for example, observed that many programmes manage existing 
records adequately but fail to control records at the point of creation, which produces redundant 
records, blurs the identification of official copies and leaves organisations short of the records 
they need for accountability and litigation. 
Theoretical Framework 
Theories help to explain, predict and understand phenomena and to challenge existing 
knowledge. A theoretical framework is a structure that supports a theory of research; it explains 
the essence of a research problem, connects a study to existing knowledge, articulates the study’s 
assumptions and helps to identify the limits of generalisation (Weick, 2014). Understanding the 
relationships between variables in a study is aided by relevant theory (Mohamed et al., 2018). 
This study was guided by the records life cycle theory and the information governance reference 
model. 
Records Life Cycle Theory 
The concept of the records life cycle was developed in the United States in the 1930s by the 
National Archives in response to the ever-increasing volume of records produced by 
organisations. It holds that records have a clearly defined life, from creation to disposal, and it 
provides a framework for identifying the specific functions of records management (Dikopoulou 
& Mihiotis, 2016). The model, widely used by scholars and practitioners, describes records as 
passing through logical stages: creation or receipt, distribution and use, maintenance and storage, 
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and finally disposition, whether by transfer to an archive for permanent retention or by 
authorised destruction (Hare & McLeod, 2016). The life cycle can be viewed in terms of both 
age and use: by age, records move through current, semi-current and non-current stages; by use, 
they pass through active, semi-active and inactive phases. This orderly progression gives 
organisations systematic control over records, improves efficiency, reduces risk and promotes 
compliance with institutional and legal requirements (Matlala et al., 2020). 

 
Figure 1. The records life cycle model (adapted from Matlala et al., 2020). 
Information Governance Reference Model 
The information governance reference model (IGRM) integrates policy and process across the 
stakeholders responsible for managing information in an organisation. These stakeholders 
include the business units, information technology, records and information management, legal, 
and security and privacy functions (Franks, 2013). Records and information management is 
charged with ensuring that all regulatory obligations relating to organisational information are 
met, and the model makes clear that every stakeholder shares responsibility for prompt and 
proper action. The IGRM is relevant to this study because it reflects the cross-functional view of 
information governance promoted by ARMA International and helps to align the objectives of 
the organisation with its records management activities (Smallwood, 2014). In the context of 
Mavoko Sub-County, the model is useful for connecting records management to the goal of 
efficient and effective service delivery. 
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Figure 2. Information governance reference model (adapted from Franks, 2013). 
Records Management Practices 
The records management life cycle is a systematic, multi-stage process for managing information 
from creation to final disposition (Read-Smith et al., 2016). Properly applied, it supports 
compliance, efficiency and accessibility, reduces legal risk and lowers storage costs. The core 
practices are outlined below. 
Records creation 
Records creation is the process of generating records as products of activity, and it involves 
establishing authority and evidential value and providing the containers in which records are 
kept. Because control is often weakest at the point of creation, an effective programme ensures 
that only necessary records are created and captured, that redundant copies are minimised, and 
that records are sufficient for accountability and litigation and consistent with standards and laws 
such as ISO 15489 and the Public Archives and Documentation Service Act, Cap. 19 
(Kreienkamp, 2021). 
Records storage and maintenance 
Storage and maintenance involve the systematic organisation and preservation of records so that 
they remain accessible, secure and compliant with legal and regulatory requirements. The 
process applies to both physical and electronic records, from routine business documents to 
financial and personnel files (ISO, 2016). 
Records access and retrieval 
Organisations create and preserve records so that they can be used; a document that cannot be 
located is, in practical terms, lost. An effective programme therefore maintains systems, whether 
manual or automated, that retrieve records reliably and promptly to meet users’ needs. Such 
functions depend on an implemented records management policy that governs how records are 
managed (Mokhtar & Yusof, 2016). 
Records survey 
A records survey gathers basic information about an organisation’s records, their quantity, form, 
location, physical condition, storage and rate of accumulation, and the business processes 
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associated with them. Surveys support the identification and description of record series, an 
understanding of how records are created and used, compliance, and the improvement of records 
management practice (ISO, 2016). 
Records appraisal 
Appraisal is the process of determining the value of records in order to decide which should be 
kept and for how long. It identifies records of business, legal and archival value, establishes 
retention periods, and distinguishes records needed for day-to-day operations from those with 
enduring research or historical significance (Anderson et al., 2015). 
Records retention and disposition 
A retention schedule is a policy that defines how long records must be kept and provides 
guidelines for their disposal; schedules are determined by record type and by the business, legal 
and compliance requirements attached to the records (Netshakhuma, 2019). Sound retention and 
disposition ensure that records are available when needed for litigation, audit, operations or 
research, while unneeded records do not occupy costly storage space (Barnard et al., 2019). 
Strategies to Improve Records Management Practices 
Several strategies can strengthen records management and, with it, service delivery. The first is 
to clear backlogs of non-current records that no longer serve current business; unprocessed 
backlogs deny users the access to information that legislation requires. A team-based workshop 
approach can process such backlogs relatively quickly where archival capacity is limited 
(Mnjama & Wamukoya, 2017). 
A second strategy is to give archival institutions an appropriate institutional home and status. 
Placing them under an influential central ministry with cross-government responsibility, and 
allocating adequate financial and human resources, enables them to carry out their mandate. A 
records management policy is foundational in this respect: it guides the development of a 
programme that promotes proper filing, controls the movement of records and sets retention and 
disposal schedules in support of good governance (Okello-Obura, 2011). 
Training is a third strategy. Records staff at all levels require training to acquire new knowledge 
and skills, and users of records need ongoing awareness. Katuu (2015) notes that graduate-level 
education in African universities is hampered by low numbers of qualified staff, limited research 
and outdated materials, and argues that these weaknesses can be addressed by developing 
relevant curricula and materials. A fourth strategy is to market archives and records management 
services so that public servants and the wider public appreciate the role of records in decision-
making, accountability and good governance; this can be achieved through workshops, seminars, 
conferences, exhibitions, benchmarking and community outreach (Kamatula, 2011). 
Research Gap 
While records management has been studied in national government and in several county 
registries in Kenya (Osebe et al., 2018; Kipkurui & Maina, 2025), scarce evidence exists on how 
records management practices are applied to service delivery at the Sub-County level. This study 
addresses that gap by examining practice, perceived effects, strategies and challenges in Mavoko 
Sub-County. 
RESEARCH METHODOLOGY 
Research Design 
A research design provides the guidelines that shape the strategy of inquiry and the methods used 
to collect data (Lwoga, 2019). The study adopted a descriptive research design supported by a 
case study of the Mavoko Sub-County headquarters. Descriptive research describes the state of 
affairs as it exists and is well suited to gathering information about people’s attitudes, opinions 
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and habits (Kombo & Tromp, 2016). The design was appropriate for describing service delivery 
in relation to records management in the Sub-County. 
Target Population 
The target population is the entire group that possesses the characteristics relevant to a study and 
to whom the findings are intended to generalise (Willie, 2024). For this study, it comprised the 
36 members of staff who handle records at the Mavoko Sub-County headquarters, drawn from 
the Deputy County Commissioner’s office, the Mavoko Sub-County office, the Mavoko 
Municipal office, the Mavoko Law Court, the Education office and the Lands office. Their 
distribution is shown in Table 1. 
Table 1. Target population 
Designation Staff handling records Percentage 
Records managers 6 16.67% 
Administrators 6 16.67% 
Secretaries 6 16.67% 
Clerical officers 10 27.77% 
Human resource officers 4 11.11% 
ICT managers 4 11.11% 
Total 36 100% 
Source: Mavoko Sub-County (2023). 
Sampling Procedure 
A sample is a subset of a population, and the aim of sampling is to obtain the maximum 
information about the population with the least expenditure of time, money and effort (Etikan & 
Bala, 2017). Because the population of interest was small, a census was used: data were collected 
from all 36 staff who handle records directly, rather than from a sample. Lohr (2021) notes that 
where the universe is small there is little value in resorting to a sample survey. The census also 
minimised the risk of excluding important cases.  
Research Instruments 
The study used questionnaires to collect data from staff working in records units and 
administrators in the various departments. Questionnaires were chosen because they allowed a 
substantial amount of relevant information to be gathered efficiently from all respondents. 
Reliability and Validity 
A pilot study was conducted at the Mavoko Municipal Lands Office to test the validity and 
reliability of the instruments. Validity was strengthened through expert judgement: the researcher 
sought the guidance of the supervisor and other specialists in information science (Ganesha & 
Aithal, 2022). Pilot studies of this kind help to identify ambiguous or unclear items so that they 
can be revised before the main study (Lowe, 2019); items found to be unclear were amended 
accordingly. 
Data Collection and Analysis 
The university wrote to the National Commission for Science, Technology and Innovation 
(NACOSTI) to seek permission for the research, and the researcher wrote to the Sub-County 
administration for authorisation to collect data. Once permission was granted, questionnaires 
were administered using the drop-and-pick method and collected on an agreed date. Quantitative 
data were analysed using descriptive statistics and presented in tables and figures, while 
qualitative responses were analysed thematically (Sallis et al., 2021). 
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Ethical Considerations 
Ethical standards require honesty, fairness and respect for participants (Drolet et al., 2023). 
Respondents were informed of the purpose of the study and the intended use of the data; 
anonymity and confidentiality were upheld; and permission was obtained from the county 
administration. Participants were free to skip items they did not wish to answer and to withdraw 
at any stage of data collection. 
RESULTS AND DISCUSSION 
This section presents, analyses and discusses the data collected in relation to the four objectives 
of the study. Findings are organised by research question and interpreted against the relevant 
literature. 
Response Rate 
Of the 36 questionnaires issued, 30 were returned and 6 were not, giving a response rate of 
83.3% (Figure 3). This high rate indicates that the returned questionnaires were broadly 
representative of the target population, which supports the reliability of the findings. The highest 
response rates came from records managers, human resource officers and ICT managers (100% 
each), followed by clerical officers (80%), with administrators and secretaries at 66.67%. 

 
Figure 3. Response rate 
Records Management Practices Undertaken 
The first objective sought to establish the records management practices undertaken in Mavoko 
Sub-County. The findings are reported under three themes: understanding of the term “records”, 
the records created in the course of work, and the physical location of records. 
Asked to define “records”, 80% (24) of respondents did so correctly, while 20% (6) had 
difficulty. This suggests that senior officers responsible for records were clearly aware of the 
meaning and importance of records, whereas some junior officers, who often process records in 
practice, require training to improve efficiency. On the types of records created, 66.67% 
indicated that they created general records, while 33.33% created personnel and case records. 
The variation shows that the Sub-County creates several categories of record and that appropriate 
practices are needed to manage each for efficient service delivery; it also points to a need to 
sensitise staff so that they can identify the records they generate. 
On location, 70% (21) reported that records were kept in the central registry, while 30% (9) 
reported that records were held within their departments. The bulk of the Sub-County’s records 
therefore sat in the central registry, with a smaller share in the departments. Asked which 
practices recommended by the records life cycle and the information governance model should 
be used to support service delivery, 66.7% (20) identified storage, survey, retention and 
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appraisal, while creation and disposal were selected by only 33.3%, an indication that staff are 
not fully aware of the range of practices that support good records management. 
When asked whether these practices were actually engaged in the office, 80% (24) confirmed 
that they engaged in creation, storage, survey, retention, appraisal and disposal, while 20% were 
uncertain. The findings that the majority engaged in these functions is consistent with the records 
life cycle, which holds that every record is identified by the stage it occupies, from creation and 
storage through survey, retention and appraisal to disposal (Dikopoulou & Mihiotis, 2016). The 
finding that storage and retention were more commonly recognized than creation and disposal 
supports Records Life Cycle Theory, which emphasizes management across all stages of a 
record's life cycle. 
Perceived Effects of Records Management Practices on Service Delivery 
The second objective examined the perceived effects of records management practices on service 
delivery. As shown in Figure 4, 90% (27) of respondents reported that current practices enhanced 
efficiency, prevented corruption, safeguarded records against physical damage, protected against 
external data breaches and reduced the risk of system data loss; only 10% (3) were uncertain. 
These findings echo Tumuhairwe and Ahimbisibwe (2016), who argue that risk management and 
auditing are among the perceived positive effects of sound records management because they 
reduce the likelihood of damage, corruption, external breaches and data loss. The presence of 
uncertain responses nevertheless signals a need for further staff training. 

 
Figure 4. Perceived Effects of records management practices on service delivery 
Respondents also identified additional effects, summarised in Table 2: increased productivity 
(90%), fewer complaints and a higher service rating (100%), and reduced corruption and fraud 
(100%). These responses support the view that proper documentation and verification of 
organisational processes strengthen accountability and the economical, effective and efficient use 
of resources (Tumuhairwe & Ahimbisibwe, 2016). 
Table 2. Other perceived effects of records management practices 
Effect Yes Percentage Not sure Percentage 
Increased productivity 27 90% 3 10% 
Fewer complaints 30 100% 0 0% 
High service rating 30 100% 0 0% 
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Effect Yes Percentage Not sure Percentage 
Reduced corruption 30 100% 0 0% 
Reduced fraud 30 100% 0 0% 
Strategies for Improving Records Management Practices 
The third objective sought strategies that could improve records management practices for 
service delivery. Asked whether a set of proposed strategies would support better practice, 80% 
(24) of respondents agreed with each of the following: clearing accumulated records; developing 
records management procedures; placing archival institutions appropriately; developing and 
implementing records management systems; capacity building in archives and records 
management; and marketing archives and records management services through benchmarking. 
Only 20% were uncertain about each strategy. 
These results confirm that a deliberate, strategic approach improves records management. 
Clearing accumulated records, developing and implementing procedures, building capacity and 
marketing services together enhance accountability, transparency and the accuracy of records, 
thereby reducing corruption, fraud and unreliability. The finding is consistent with the argument 
that backlogs of unprocessed records deny access that ought to be available and that clearing 
them improves productivity (Mnjama & Wamukoya, 2017). 
Challenges in Managing Records Management Practices 
The fourth objective identified the challenges experienced in managing records for service 
delivery. Respondents distinguished internal from external challenges. 
As Figure 5 shows, all respondents (100%; 30) confirmed internal challenges comprising a 
shortage of professionally trained records managers, insufficient security for records, internal 
fraud and restrictive copyright rules. These findings mirror earlier evidence that barriers to 
records management for service delivery include neglect of registries by senior officers, an 
absence of records management committees, limited training opportunities and inadequate 
storage (Osebe et al., 2018). Because these challenges are all connected to professionalism in the 
field, adequate training and funding for records managers are essential (Newa & Mwantimwa, 
2019). 

 
Figure 5. Internal challenges in managing records management practices 
External challenges are presented in Figure 6. All respondents (100%; 30) identified weak 
security, poor infrastructure and policy gaps as threats, and 86.7% (26) identified fraud, with the 
physical environment and natural disasters singled out as the most damaging factors. Up-to-date 
archival legislation is necessary for an effective, integrated system for managing records, yet in 
some African countries national archives play a limited role in records management within 
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government (Newa & Mwantimwa, 2019). Where security, infrastructure and timeliness are 
inadequate, records are exposed and the risk of fraud rises; the continued use of outdated archival 
legislation compounds the problem. 

 
Figure 6. External and environmental challenges affecting records management practices 
Conclusions 
The study concludes that records management practices in Mavoko Sub-County are only 
partially applied. Although most respondents reported that they engaged in creation, storage, 
survey, retention, appraisal and disposition, creation and disposal were practised at a low level, 
indicating that the Sub-County has not fully met the standard required to achieve its records 
management goals. Records were kept partly in a central registry and partly within departments; 
because departmental records are not always handled by trained staff, this arrangement risks the 
loss of records when they are needed. The distance between the central registry and the 
departments also delayed retrieval, which points to a need for a decentralised registry system 
supported by a records centre. 
A lack of adequate resources was a further problem. The Sub-County lacked sufficient finances 
and equipment for its records management systems, and some records officers lacked the 
requisite skills, requiring further training in professional records management. Respondents 
nonetheless recognised the benefits of sound practice, associating it with efficiency, the 
prevention of corruption and the protection of records from physical damage, external breaches 
and system data loss, as well as with higher productivity, fewer complaints and reduced 
corruption and fraud. The absence of a records centre for semi-current and non-current records 
caused delays and difficulties in retrieval. Both internal challenges, a shortage of trained staff, 
weak security, internal fraud and restrictive rules, and external challenges, security, fraud, 
timeliness and infrastructure or policy gaps, were strongly associated with the management of 
records for service delivery. 
Recommendations 
Arising from these conclusions, the study makes the following recommendations for addressing 
the issues affecting records management practices in Mavoko Sub-County: 

1. The qualifications of staff should be considered when records officers are deployed and 
when reporting lines are set, so as to enhance efficiency and effectiveness in the 
management of records. 

2. The Sub-County should provide regular training for staff in records management in order 
to improve service delivery. 
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3. The Sub-County should give greater priority to records management in its annual budgets 
and equip records units with adequate facilities. 

4. Records should be located closer to the departments that use them; a decentralised registry 
system should be encouraged to avoid unnecessary delays in tracing files. 

5. Internal and external training and benchmarking programmes should be established so that 
staff keep pace with new trends, including records management systems and automation. 

6. The Sub-County should work closely with the Kenya National Archives and 
Documentation Service, through Machakos County, on the disposal of records. 

7. The Sub-County should establish a records centre for the storage of semi-current records. 
8. The Sub-County should collaborate across departments to minimise the internal and 

external challenges affecting records management for service delivery. 
Suggestions for Further Research 
Because this study focused only on Mavoko Sub-County, future research could extend the scope 
to the other sub-counties of Machakos County, and comparative studies across counties would 
help to establish how far the findings generalise to other devolved units in Kenya. 
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