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Abstract— The current exponential increase in the volume of information has transformed the businesses of both public 

and private companies. One of the initiatives to handle information is known as Digital Records Management (DRM). 

DRM is a management program with the primary aim is to replace paper records with those in digital format. The 

implementation of DRM calls for the identification of factors that could contribute to the successful implementation of the 

initiative. Previous studies failed to integrate the factors required for the implementation of DRM Thus, this paper seeks to 

identify the significant factors for ensuring the success of DRM implementation in Yemen since the country is still lagging 

behind in the implementation of such an endeavor. The study was carried out by means of literature review and also the 

opinion of experts in the area. The analysis of the literature showed that there are 10 factors paramount to the 

implementation of DRM initiative in the developing countries while the experts opined recommended the extracted 

factors.  
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1. INTRODUCTION 

Digital records management (DRM) system manages organization’s records and information to provide speedy and timely 

access other than to reduce the volume of conventional records in paper format. The DRM system has been widely used in 

organizations which provide information with the aim to enhanced efficiency and effectiveness [1-3] of service delivery, 

mitigation of expenses and enhancement of practices. But prior to the implementation of DRM, the factors that contribute to 

the success of the must be made known [4-6]. 

Yemen is a developing Arab country that is still plagued with several challenges when it comes to realizing their Millennium 

Development Goals, on account of its unstable political, economic and social systems. This limits the organizations 

enhancement of service delivery and provision of information to the people as a result of which, the country still lags behind 

when it comes to information management involving the use ICT or systems [7]. This is proven by studies carried out by [7-

10],  which assert that the Yemeni government organizations are still lagging behind in the implementation of DRM at a 

fragmented pace [11]. This is evidenced in the National Information Center (NIC), which shoulder the role for collecting and 

manages the ministries’ records/information throughout the country. This information is to be provided to the entire 

organizations, academics, researchers and stakeholders upon request.  

The management of records and information in Yemen still depends on traditional normative tools as opposed to strategic 

planning ones [7, 12]. In addition, the current framework by the public organizations is inappropriate to be applied to DRM 

initiative to be implemented in NIC since DRM is technology based project (e-project). The framework has its limitation 

because it was prepared to cater the conventional records format. Consequently, NIC is unable to manage records and 

information sent to the centre resulting in inability to provide access to records and information to the stakeholders. As such, 

the DRM implementation in the NIC requires fora new framework along with the identification of critical success factors 

[13] .  

According to [14]; [7]; [15] [8], digital records are able to distinguish between successful and failed organizations in terms of 

system effectiveness and efficient management.  Since NIC generates multi volumes of records and information, it is 

therefore the requirement to have a framework appropriate for the centre is pressing. The framework should serve as a guide 

executing the DRM initiative   

2. THE IMPORTANCE OF DRM 

A review of studies on DRM implementation and IS models in both developed (Canada, the U.S., Australia, Britain, Norway) 

and developing countries (Pakistan and Kingdom of Saudi Arabia) was carried out to provide an overview of the 

implementation of information system (IS) with the aim to identify the  challenges and obstacles embracing the initiative.  

A. DRM Initiatives in the Developed Countries 

The government of  Canada,  has launched and funded a DRM system project under InfoWay initiative geared towards 

developing, supporting and providing DRM implementation solutions [16] to enable organizations to choose the best 

software  to be used [17] and to provide services [18]. Added to this, DRM implementation has core features, which are, 
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ample capacity for information and records maintenance, effective and efficient organizational performance, and authorized 

individuals accessing to the real-time information. DRM also furnishes inter-linked management system that supports the 

process of decision-making [18].  

Comparatively, in Britain, as revealed by the National Health Service (NHS) in 2001, that  DRM was established  nationwide 

by 2005. Several problems were indicated by the NHS in their 2010 resolution, with which the Parliament made an inquiry to 

determine the reasons   It was found that it is the lack of consideration of user needs, the neglect of users’ involvement and 

lack of consistent communication and reporting methods were among the persistent underlying problems [19].  

In the U.S., a fully integrated DRM concept was first arose in the 1990s but the consequential adoption was rather slow. An 

initiative was taken to propose the DRM implementation for public and private sectors, leading to increased implementation 

by 2009. Nonetheless, issues and barriers still remained such as lack of high-speed Internet and hardware, lack of time and 

financial limitations [20]. 

Similar initiative has been launched in Australia to improve information delivery involving public and private sectors [21]. 

The initiatives was  first in the form of the pioneering national e-record system 2010-2012 but because of issues related to e-

organizational policy (e.g., environmental and technical support) ([22]), the system was delayed. The initiative was however 

successful in state-wide implementation of digital record in the public sector (DOHA, 2009). Issues relating to ease of use 

and the effectiveness of the system has prevented successful implementation. As a result an additional initiative in the form 

of Victoria initiative 2003 was introduced [20].  Initially, the initiative hit a roadblock in 2011 when the roadmap fell short of 

meeting the objectives [20] and extra budget was added to the initially appropriated one [23].  

Norway was not exempted form barriers  in the implementation of DRM systems [24]. The difficulties faced were primarily 

related to the appropriation of financial resources and provision of qualified human resource (HR) [25] .  Moreover, lack of 

training among the workforce is also one of the hindrances to the implementation, making it significant for organizations to 

train their employees in computer and information management courses, particularly DRM use ([26]; [24]). Other barriers 

include costs of maintenance, technical support, software sustainability and system assistance [26]. Evidently, from the 

discussion above developed nations have faced with several issues in DRM implementation and that the system has to cater 

to the political and economic situation in the country, and the pertinent factors that contribute to successful implementation. 

B. DRM Initiative in the Developing Countries 

With regards to the developing nations, beginning with Pakistan, several difficulties have been noted in DRM system 

implementations in 2007. These were users’ disinterest, lack of users’ support stemming from lack of training on how to use 

the system, along with lack of system knowledge, lack of infrastructure, and unexpected breakdown [27]. Pakistani 

organizations indicated that the system is increasingly being accepted and used with the assistance of technicians that are 

available to provide training and achieve the implementation level at the initial phase. Also, involvement of users should be 

considered for implementation success [27]. 

In the Kingdom of Saudi Arabia context the government has yet to establish a national DRM as majority of public 

organizations still use the traditional way of managing records, with only a few using basic DRM systems for daily tasks 

[28]. In 2000, the government set up a reform committee to review the information systems in Saudi health institutions and 

discovered that lack of IT infrastructure, lack of alternative plans for downtime or maintenance periods, lack of qualified staff 

[28], lack of effective networks, haphazard, and uncoordinated and uncooperative system implementation to be the causes of 

failure [29].  

 Yemen is a developing nation in the East, with incompetent IS for generating quality information [30, 31]. The Ministry of 

Public Health and Population (MOPHP) of Yemen, the Central Statistic Organization, Civil Registration Department of the 

Ministry of Interior, the Health Metrics Network (HMN), the World Bank and other primary stakeholders have collaborated 

to assess IS in Yemen and has reported that the major challenges in IS systems are similar to those of other developing 

countries In the past  DRM implementations have been used as a benchmark in light of users’ involvement, qualified and 

experienced IT staff and other factors that have a significant effect on the IS implementation [31]. 

In addition, the characteristics of DRM implementation in Yemen is similar to that of other developing countries whereby, 

the government invested greatly to embark on the initiative in the public sector. The main issues arose in Yemen include 

uncoordinated investments, lack of qualified staff and lack of IS value awareness as a result of which the country still 

employs traditional normative methods rather than strategic and strict planning [12] 

 

3. METHODOLOGY 

The first part of the paper determines the factors that influence the implementation of DRM initiative in public sector of 

Yemen. Second, factors extracted from the literature review were ranked according to the frequency the factors appear in the 

literature.   

Thereafter, interviews were conducted with the experts who involved in the DRM initiative within public sector in Yemen 

These experts were asked to rank the identified factors extracted through the first technique Fig. 1, shows the methodology 

used by of this study which was adapted from [8]. 
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Fig. 1 Methodology for the study. 

 

Figure 1 depicts the factors extraction by means of literature review, where over 100 related articles, journals and conference 

papers were reviewed. This is followed by ranking the extracted factors based on the number of appearance in the reference 

sources and the frequency of these factors were cited (see Table 1). 

 

TABLE 1  

FACTORS EXTRACTED FROM LITERATURE REVIEW 

Factor Reference 

Top Management Support [32-48] 

Implementation team & user involvement [31, 36-38, 40, 49-52] 

Policy and Procedures [36, 38-40, 53-58] 

Training [36-39, 41, 42, 46-49, 56, 59-63] 

Inadequate Budget [33, 37, 38, 40, 41, 43, 50, 54, 56, 57, 64, 65] 

Commination [4, 20, 36, 52, 66-71] 

willingness [6, 32, 36, 37, 56, 57, 65, 72, 73] 

Ease of use [36, 41, 43, 46, 47, 62, 74-76] 

IT infrastructure [38, 39, 43, 46, 56, 58, 62, 70, 71, 76-82] 

Technical support [39, 41, 56, 57, 62, 70, 72, 74, 76, 83-85] 

 

The most cited factors were then presented to the selected experts in DRM to gain their opinion and consent the 

appropriateness of the factors considered as significant in the implementation of DRM initiative. The experts ranked the 

factors according to their priority in DRM implementation in the public organizations. Table 2 shows the list of factors 

recommended and ranked by experts. 

TABLE 2 

 LIST OF FACTORS THAT RANKED BY THE EXPERTS 

No Factor 
Rank 

Rank 
1 2 3 4 5 6 7 8 9 10 

1 Top Management Support         9 1 91% 

2 
Implementation team & user 

involvement 
        8 2 92% 

3 Policy and Procedures        1 2 7 96% 

4 Training       1 1  8 95% 

5 Inadequate Budget        3 7  87% 

6 Communication       2 2 6  84% 

7 Willingness        3 7  87% 

8 Ease of use       4  6  82% 

9 IT infrastructure        4 6  86% 

10  Technical support         8 2 92% 

11 Readiness 6 4         14% 

12 Functionality  9 1        21% 

13 Motivation 3 4 3        20% 

15 applicability  5 5        25% 

16 Self-efficacy 5  5        20% 

17 Social influence 4 1 1 4       25% 

 

 

Conduct Literature Review 

Select the most cited factor 

Experts Rank the Factor 
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According to Mukred, Yusof [86], the percentage of validity belonging to questions can be calculated by the following 

equation:  

VTotal =        
   , where i is the rank given from 1 to 10 and vi is the number of experts for each rank value. For example, 

calculate the percentage of the question validity for IT infrastructure. 

 

TABLE 3 

 FINAL LIST OF THE FACTORS 

No Factor Rank 

1 Top Management Support 91% 

2 
Implementation team & user 

involvement 92% 

3 Policy and Procedures 96% 

4 Training 95% 

5 Inadequate Budget 87% 

6 Communication 84% 

7 Willingness 87% 

8 Ease of use 82% 

9 IT infrastructure 86% 

10  Technical support 92% 

 

Based on analyzing the experts ranking data, the following factors obtained the highest rank: top management support, 

Implementation team & user involvement, Policy and Procedures, Training, Inadequate Budget, Communication, 

Willingness, Ease of use; IT infrastructure; Technical support. The factors which got the lowest rank were excluded from the 

list, which are applicability, Self-efficacy, Social influence. 

 

4. FRAMEWORK DEVELOPMENT 

An understanding of the relevant theory(s) is fundamental in any research as it guides the researcher in producing a logical 

opinion of the relationship between several constructs when seeking to develop a framework. This study seeks to develop a 

framework of DRM implementation which identified interrelated variables for DRM classified into four dimensions. These 

are project management dimension, organizational dimension, human resource dimension and technological dimension (refer 

to figure 1). 

This study examines employees’ behavior intention to implement DRM as understood through the modified and extended 

TAM3 model in the overall social structure of the urban/rural hospitals regarding these systems. Although, the TAM3 model 

seems promising with regard to an understanding of behavioral intention to implement and use technology, the focus of the 

initial TAM3 study was on large organizations. Researchers have demonstrated it as a valid and reliable model for the 

implementation of information technology and regarded it as appropriate for large organizations than other models ([81]). 

Moreover, TOE model combine three main dimension that influence user implementation of technology, which are 

technological dimension, organizational dimension and environmental dimension.   

  Most previous studies have focused on identifying organizational dimension and technological dimension [31]. However, 

because project management dimension and human resource dimension are vital for the success of DRM implementation 

[41]; [61], this study includes those dimension named project management and human resource. The TOE uses to include 

four dimensions, which are project management, organizational, human resource and technological.  

In this study, the top 10 factors critical for the DRM implementation are Project Management Factors (Top management 

support, Implementation team & users involvement); Organizational Factors (Policy and procedures, Training, Adequate 

budget); Human Resource Factors (Communication, Willingness); Technology Factors (IT Infrastructure, Technical Support, 

Ease of use)  as shown in figure 2. 
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Fig. 2 Conceptual Framework of DRM implementation 

  

5. DISCUSSION 

The findings related to the extracted factors are discussed according to the dimension as follows: 

Project Management Factors 

The first factor under project management is top management support (TMS). It is important for the success of DRM  

implementation Ellis [35] as it guarantees project funding and employees’ awareness [36]; [42]; [44]; [39]). Moreover, TMS 

was found to be important when governments have implemented DRM for enhanced operational effectiveness, storage and 

retrieval of documents, auditing, workflow facilities, searching and publication [39] and thus, the present study considers 

TMS as one of the major factors for successful DRM implementation. 

Another critical success factor for DRM implementation is experienced and skilled project team [38]; [49]). Along with this 

factor is user involvement, a crucial consideration in successful implementation [27]; [38]. 

Organizational Factors 

The first factor under the organizational factors is policy and procedure, where policy acts as a guide to facilitate activities in 

digital records management in a clear and extensive manner [53]; [36]; [54].   Majority of countries have established clear 

policies and guidelines for DRM system implementation [40].  

Training serves as the other factor under organizational factors. Literature on DRM reveals that 80% of firm budget is 

allocated to training of staff ([87];  [38]), as it plays a major role in the success of new service implementation. Also, failure 

in DRM implementation has been attributed to lack of employee training  [59]. This is because training improves the 

willingness of staff [60] and thus, has a significant effect on successful implementation [86]. Training allows users’ effective 

and efficient operation of a new system [36]; [87] and therefore, this study takes it into consideration in the proposed 

framework.  

Budget plays a key role in DRM implementation [38] in meeting the financial demands while improving the level of 

infrastructure, providing hardware and tools, software and maintenance and training [37];[50]. According to [64], lack of 

budget could prevent successful DRM implementation, and this was supported by [40] in the context of public firms. This 

study thus examines budget as a major factor in the study framework.  
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Human Resource Factors 

Communication is categorized under the human resource (HR) factors that is essential for successful DRM implementation 

[66] facilitated through sharing of ideas, information and data among stakeholders [88]. This factor is deemed to be a change 

management tool in resolving issues [67];[36], ensuring timely sharing of information throughout the departments in the right 

format.  Hence, it also resolves issues in the process of implementation [17]; [4];[89], with the opposite (lack of 

communication) evidenced to be related to implementation issues [70].  

Successful DRM implementation depends on willingness to implement among staff [72] as they are the end-users. High level 

of staff willingness facilitates successful implementation [32] and reveals the top management commitment in the initiative 

[65]. The opposite of which (lack of willingness), was found to be a major implementation challenge by [37] and [73]. The 

importance of this factor was supported by [36] and [6] and thus, this study deems the factor significant in the framework.  

Technology Factors 

The first technology factor is IT infrastructure, which becomes the core for the DRM implementation ([38]). The factor 

incentivizes the implementation’s performance of tasks, jobs and responsibilities. Implementation, according to [71], requires 

complex shift from legacy information systems and business process to an integrated one and has been stressed by both 

practitioner and researcher circles. IT infrastructure furnishes the basis upon which DRM system can be built and hence 

affecting the implementation of the system [78] ; [79]. It is also important for IT use [80]; [81], contrary of which, ineffective 

IT infrastructure can prevent IS implementation and use [76]. 

Second, technical support. New technology implementation affects both workplace environment and customer service for the 

better [85] and as such, good technical support is a must for successful implementation [74]. Lack of technical support during 

and after DRM implementation could lead to adoption challenges and ultimately, failure, necessitating technical support for 

successful implementation [76]. Hence, this study takes technical support into account in the study framework.  

Third, the top frequent implementation factor that was found to be common to all groups of users is ease of use [74]. This is 

supported by [41], who revealed that the factor leads to higher tendency towards the use of the system. Ease of use also 

minimizes users’ resistance and enhances successful technology implementation [47]; [36]. This factor influences perceived 

usefulness of system and actual use [76] and thus, ease of use of DRM is deemed to be essential for its successful 

implementation.  

 

6. CONCLUSION  
With the rapid advancement of technology, DRM has been changing the way businesses and consequently, the nature of 

records management has been transformed. The public organizations in the developing countries like Yemen, have multiplied 

the application of ICT in their operation resulting  in the generation of  significant volume of e-records. However, with lack 

of management strategy, digital records may lead to the provision of erroneous information. In light of this, DRM plays a 

major role in the management of records in terms of governance, auditing and risk management. In so doing, public 

organizations’ competitiveness will be enhanced and fiduciary duty supported. This issue highlights the need to measure 

organizational performance via DRM implementation among public organizations.  
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