
 
 

ABSTRACT 
 
Information is considered by the Government of Canada its “lifeblood” and 

its management is regulated by both law and government-wide policy. As a 
component of this information management regime, records are characterized as 
“vital business assets” and “knowledge sources”, and their management is required 
to facilitate “accountability, transparency, and collaboration”, including “access to 
information and records”. The right to access to government records is granted by 
the Canadian Access to Information Act, which, since 1985, has been the main 
mechanism for the public to inquiry about the government’s conduct and decision-
making. The Office of the Information Commissioner was established to monitor the 
administration of the Act, including reporting to Parliament on performances of 
government institutions under the Act. For the year 2008-2009, the Office reported 
that almost 60% of the institutions it assessed were rated with a below-average 
performance, based on their delay in releasing records requested by the public. The 
Office thus concluded that “The poor performance shown by institutions is 
symptomatic of what has become a major information management crisis”. 

This information management crisis motivated the present study. Employing 
the methodology of grounded theory, the research collected data from thirty 
government departments, including online publications, site observations, and 
records released under the Access to Information Act, following the guidance of 
theoretical sampling. These field data, along with relevant literature, were coded, 
memoed, and constantly compared to discover explanations of the information 
management crisis. At the center of the explanations is the core variable, record 
nature, which underlies the ninety six conceptual categories that it originates. With 
the specifications or properties indicated by the data and their relationships, either 
direct or indirect, with the core variable, these conceptual categories served as the 
foundation on which hypotheses were formulated. It was found that, when the 
understanding of record nature is incomplete, the management of records is unable 
to deliver any concrete results, and this caused in the government departments the 
marginalization of the records management function, the disappearance of records, 
and ultimately, the inability to perform basic tasks to support government operation 
and accountability, that is, the information management crisis. 
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