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Abstract 
[bookmark: _GoBack]This study aimed to evaluate the impact records management practices on service delivery of Federal Polytechnics in South-East Nigeria. The study was guided by the following objectives: To assess the extent to which record management practices contribute to timely service delivery at Federal Polytechnics in South-East Nigeria and to assess the extent to which records management practices contributes to the transparency and accountability at Federal Polytechnics in South-East Nigeria. The study was guided by the system theory. The study adopted a survey approach and purposive sampling technique for sample selection. Structured questionnaire was employed specifically designed to solicit their view about the study and analyse the scoring response. Frequency counts, percentage and mean scores were used to answer the research questions while inferential statistics such as Pearson Correlation coefficient and Chi-square analyses was adopted to test hypotheses at a 0.05 level of significance. Findings of the study were that there is a relationship between record management practices and service delivery of Federal Polytechnics in South-East Nigeria and   record management practices have significant contributions on the transparency and accountability of Federal Polytechnics in South-East Nigeria.
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Introduction
Record and its management in higher educational institutions is very important and cannot be overemphasized. This is because continuity of the institution depends largely on the availability of useful. records of past activities and programmes. In a complex organization like that of the polytechnics, it is not possible to keep every information in the brain because the volume of information is so heavy and therefore records must be kept. According to Seniwoliba, Mahama, and Abilla, (2016), proper records management is vital for higher educational institution to fulfill their accountability obligations the community, students and staff while protecting their rights. Records management therefore play a significant role in polytechnic education management commencing from its establishment to the stages of development, implementation, monitoring, evaluation and renewal of its programmes and these are essential information for the continues survival of the institution. 
In the Nigerian Educational system, it is mandatory by law that all educational institutions keep certain records such as log book, admission register, visitors’ book, inventory book, account book etc. The keeping and management of record is often organized around a life cycle that all records should follow i.e. creation, storage, retrieval (for use as needed), retention and disposition which includes protecting all vital documents (records). Managing these records is a complex task requires prudent record management practices, sufficient administration, good communication chains, handling of staff-students related issues, and financial management, etc. Polytechnic institution must invest in effective record management practices that increase visibility, reliability and security ensuring that personal and organizational information is protected. It must recognise the need for an appropriate balance between openness and confidentiality in the management and use of records.  According to Wanjiru (2020), polytechnic management relies on effective record management provide orderly and reliable flow of information which enable the administration and lectures to effectively carryout their task. 
The registry department in the polytechnic institution acts as the central hub for creating, receiving and maintaining records, supporting the polytechnic’s mission and vision. It serves various stakeholder including students and staff in line with academic policies. Nevertheless, the effectiveness of record management is influenced by the competency of the staff, who are challenged by technological advancement, inadequate training and lack of necessary apparatus to carryout proper record management. To address these challenges, there is a need for skilled professionals who can adapt to new technologies in record management.
It is against this background that this study aimed to evaluate how records management practices impacts on quality service delivery of Federal Polytechnics in South-East Nigeria.

Statement of the Problem 
Records management is essential for the effective administration of public services, particularly in Nigeria tertiary institutions. However, these institutions struggle with professionalism in record management leading to issue such as unprofessional destruction, poor arrangement of files, loss from inadequate storage and a lack of disaster prevention plan. Many institutions also lack comprehensive guidelines for managing records throughout their lifecycle, raising concern about how professionals and administrators make managerial decisions. 
The polytechnic faces several challenges, including the lack of a dedicated polytechnic Registry or Archives for record storage and inadequate knowledge among records professionals. Documents processing delays have increased due to the transition to an online system and a high volume of students.
The storage area is overcrowded and the Human Resource departments lack proper retention and disposal schedules. The absence of professional records officers raises the risk of file loss or misplacement, potentially violating staff and student rights. Additionally, some staff members lack computer literacy and proper documentation skills. Other issues affecting record management includes insecurity, access difficulties, and data isolation with no standard electronic record documentation in place.
 All these problems mentioned above pose threats to record management, yet the current practices have not kept up with the increasing use of records in the polytechnic. This study aimed to evaluate how records management practices impacts on quality service delivery of Federal Polytechnics in South-East Nigeria.

Objectives of Study
[bookmark: _Hlk222140167]The broad objective of this study is to evaluate how records management practices impact on quality service delivery of Federal Polytechnics in South-East Nigeria. Specifically, this study seeks to:
[bookmark: _Hlk222140029]1. Assess the extent to which record management practices contribute to timely service delivery at Federal Polytechnics in South-East Nigeria.
2. Assess the extent to which records management practices contributes to the transparency and accountability at Federal Polytechnics in South-East Nigeria.

Research Questions
To accomplish the purpose of this study, the following questions were proposed:
1. To what extent does record management practices contribute to timely service delivery at Federal Polytechnics in South-East Nigeria?  
2. To what extent does records management practices contributes to the transparency and accountability at Federal Polytechnics in South-East Nigeria?
Hypotheses
In order to achieve the objectives of this study, the following hypotheses were formulated:
1. Record management practices has no significant contribution to timely service delivery at
Federal Polytechnics in South-East, Nigeria. 
2. Record management practices has no significant contributions on the transparency and accountability of Federal Polytechnics in South-East Nigeria.


Literature Review
Record Management
Records are the evidence of actions and decisions, and therefore trustworthy records are the pillars of accountability and transparency. Transparency has become a widespread principle for governance and accountability. It refers to the availability of information to the public and openness about an organizations management, rules, regulations and decisions. Yet, any disclosure of information is only as good as the quality of the records to which it provides access or on which the reports are based. The study therefore discusses the idea of transparency as a route to building trust and better accountability in management of records, before going on to explore how records and its management can render immigration department reporting more credible, reliable and measurable.
Record management is an activity embarked on for the sole purpose of keeping track of information which can be used as a proof or evidence of an activity or action undertaken and a basis on which future decision are made (Igbokwe-Ibeto cited in Alegbeye and Chilaka 2019). Record management processes encompasses planning, staffing, controlling, organizing and directing all activities involved in the lifecycle of record, from creation to archiving, retrieval, usage and disposal (Prit and Nathan,2016). According to Shonhe and Grand (2018), a good records management practice improves the efficiency and effectiveness of delivery by reducing litigation risks, promoting accountability and transparency, ensuring compliance with regulatory requirements, and promoting informed decision–making.

Service Delivery
Service delivery is a topical issue among government and scholars that public service delivery is critical to ensuring the national wellbeing and stimulation of economic development. In this view, Badmus (2017) discourses that public service delivery is very paramount to the government and citizens of any country; hence the need for effective service delivery to meet the demands of citizens can never be exaggerated. In this context, this study adopts the definition by Ewuim, Igbokwe-Ibeto, and Nkomah (2016), that service delivery is all about the customer service and effectiveness. Effectiveness in customer service typically refers to ‘‘doing the right things’’ and measures constructs like customer satisfaction on dimensions, such as service quality, speed, timing, and human interaction. According to Ojiako, Nwafor, Okonkwo & Onyeulo (2023), effective public service delivery constitutes one of the most crucial roles of a responsible government. They further posit that its contribution to societal development and stability cannot be overemphasized. Ojiako & Okoye (2021) added that feedback mechanism improves service delivery in institutions. 
Records Management Practices and Service Delivery 
Effective public service delivery begins with sound record management practice irrespective of the sector.  Record management practices involve the systematic control of record throughout their lifecycle from creation to disposal and are crucial for effective service delivery. Record management practice significantly impact service delivery in various organizations. 
Effective record management ensures regulatory compliance, improves organizational efficiency, secure data and enables continuity. Several studies conducted established that lack of proper records management programs can negatively impact on service delivery According to Akor and Udensi (2015), sound record management practices significantly contributed to the effective administration of the federal university of technology in Nigeria which in turn enhanced efficient and effective service delivery to student lecturers and the community at large. He found out that proper record management ensured that there was an orderly flow of information that enables the official at the university to carry out their task effectively. Tagbotor, Adzido and Agbanu (2015), opines that a sound records management programme will have the following effects on the organization: information will be easily accessible to and retrievable by any authorized users; Productivity will be improved and costs reduced through easier access to records and less time spent looking for information; more timely, better management decisions are likely to be achieved if a complete source of information is readily available; accountability will be improved; the organization will be able to meet legal commitments concerning the management of recorded information, including responding to requests based on freedom of access to information; and improved information integrity and preservation of corporate memory will be possible.  
According to Keakopa (2013), a records management practices strategy provides direction for records and information management through an organization. Nwafor, Ojiako and Umetiti (2023) posit that government should organize training programmes such as workshops and seminars to improve job performance. Some key strategies for record management and service delivery enhancement: establish a comprehensive records management policy/document retention policy; implement effective indexing and categorization; transition to digital records; implement an automated retention schedule; Provide regular training for staff; conduct regular audits; ensure secure storage solution; establish disaster recovery plans and enforce strict access
Theoretical Framework
System theory
This study anchored on Systems theory proposed by a biologist Ludwig von Bertalanffy (1968) as a framework for analysis. The theory helps understand the relationships among variables in a study. It emphasizes that system is open to, and interact with their environments, acquiring new properties through emergence and   ongoing evolution. Systems consist of interdependent subsystems, where changes in one part affect the entire system. Each system is goal directed and produce outputs. This theory encompasses three key components: input, process and output.
Understanding how record management practices affect service delivery is crucial for the Federal Polytechnics in South-East Nigeria, which processes information from its environment to provide services. The polytechnic institution is viewed as cohesive entity with interconnected parts. As an entity, all the parts and its sub-parts need the cooperation of each part to keep it functioning. The environment comprises of internal and external; the interactions among staff within the environment is the internal, while the external environment is the public they service. The inputs involve the sharing and destruction of records While the processes encompass the guidelines for creating, archiving, retrieving, sharing, and destroying of records in the Polytechnics 
The outputs are the services provided by the polytechnics, to the public with their effectiveness evaluated based on the accuracy, and efficiency of record during the organization’s operation.

Methodology
This study employed descriptive research design. This study employed qualitative and quantitative methods. Probability sampling techniques i.e., Stratified random sampling design was used in the study. The reason for the adoption was because it is effective when researcher intend to attain a desire representation of various subgroup that are found within the study population. The administrative staff of the three polytechnics in South-East Nigeria were used with a total number of Eight thousand, seven hundred and eighty-four staff (8784), targeting mainly all the staff of the registry department in six major sections. The specific focus on the sections is based on the fact that, it is the main hub of records management including storage, processing, analysis and even dissemination.  The researcher adopted Taro Yamani Formula to determine the optimum sample size and the sample size of three hundred and eighty-three (383) respondents was drawn for the study, after administering the questionaries and retrieval (268) questionaries were used for the analysis after data collection. Questionnaire served as the primary tool for data collection. The validated of the instrument was established through content validity and test re test reliability. The study employed descriptive statistics and inferential analysis; frequency counts, percentage and mean score was adopted to address the research questions. Chi-Square to test the hypotheses at 5% level of significance. The ethical issue involved in this included informed consent, anonymity and confidentiality. This was achieved through effective measured employed by the researcher. 
Data Presentation and Interpretation
This part deals with the presentation, analysis and interpretation of the results from the research data. The analysis and interpretation of the data were based on the administered questionnaires. 

Table 1: Organizational Distribution of Respondents
	Name of polytechnics
	Number of respondents
	Percentage

	Federal polytechnic, Oko
	144
	38

	Federal Polytechnic, Nekede
	160
	42

	Akanu Ibiam Federal Polytechnic, Unwana Afikpo
	79
	20

	Total 
	383
	100


Source: Field Survey, 2026
Table1:  shows that 144 copies of the questionnaire were distributed to respondents drawn from the Federal Polytechnic, Oko, Anambra State. This figure represents 38 percent of the total number of questionnaires distributed. Also, 160 copies of the questionnaire were distributed to respondents drawn from the Federal Polytechnic, Nekede, Owerri, Imo State, a figure representing 40 percent of the total number of questionnaires distributed. Finally, 79 copies of the questionnaire were distributed to respondents drawn from Akanu Ibiam Federal Polytechnic, Unwana Afikpo, Ebonyi State, representing 20 percent of the total number of questionnaires distributed.
Table 2: Summary Questionnaires Administered 
	Questionnaires
	Number Of Respondents
	Percentage %

	Copies retrieved
	268
	70

	Copies not retrieved
	115
	30

	Total 
	383
	100


Source: Field Survey, 2026
Table 4.1.2 above shows that of the 383 copies of the questionnaire distributed, 268copies were returned and formed the basis of our analysis and discussions. The 268 copies represent 70 percent of the total number of questionnaires distributed. 115copies of the questionnaire distributed were not retrieved, representing 30percent of the total number of questionnaires distributed. Hence 70 percent response rate was considered substantial enough for our analysis.
Core Research Issue
The second part of the questionnaire was analysed according to the research questions, with result presented in the tables.   A four-point Likert scale was used, where a mean score of 3.0 or above indicates general agreement with a statement, while a score below 3.0 signifies disagreement. 
Note: Strongly agree (SA), Agree(A), Disagree (D) and Strongly Disagree (SD)
Research Question 1: To what extent does record management practices contribute to timely service delivery at Federal Polytechnics in South-East Nigeria?  The data for providing answers to the above research questions are presented on table 1.2 below.




Table 1.1: Mean scores of respondents’ responses on the extent to which record management practices contribute to timely service delivery at Federal Polytechnics in South-East Nigeria.
. =268
	S/N
	Questions
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Ʃ Fx
	Mean
(X)
	Decision

	1
	Good record management practices save employee time and organizational resources, which are redirected to improving service quality.
	90
(34%)
	160 
(60%)
	12
(4%)
	6
(2%)
	870
	3.2
	Agree

	2
	Effective record management policies and practices   enabled quick response in timely delivery of service to the clients 
	167
(63%)
	88
(33%)
	10
(4%)
	0
	952
	3.6
	Agree

	4
	There is a link between effective record management practices and timely service delivery,
	89
(33%)
	179
(67)
	0
	0
	893
	3.3
	Agree

	5
	Effective record management has directly reduced the average time taken to process client request (transcripts,
 certificates, permits etc

	125
(44%)
	103(38%
	37(14%)
	3(1%)
	886
	3.3
	Agree

	
	
Total Cluster Mean
	
	
	
	
	900
	3.4
	Agree 

	


From Table 1.2, the items addressed the first research question which is on the extent to which record management practices contribute to timely service delivery at Federal Polytechnics in South-East Nigeria. From the data analysis all items 1,2,3, 4 and 5 obtained a mean rating above the criterion mean of 3.0. Based on the fact that the cluster mean scores were above the criterion mean of 3.0. The respondents agree that record management practices have significant contribution to timely service delivery at Federal Polytechnics in South-East, Nigeria.
Research Question 2: To what extent does records management practices impact on the transparency and accountability of the Federal Polytechnics in South-East, Nigeria?
Table 2.1: records management practices impact on the transparency and accountability of the Immigration department?
The data for providing answers to the above research questions are presented in table 2.1 below.
Table 2.1: Mean scores of respondents’ responses on the extent to which records management practices contribute to the transparency and accountability in Federal Polytechnics in South-East Nigeria
N=268
	S/N
	Questions
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Ʃ Fx
	Mean
(X)
	Decision

	1
	sound record management practice foster transparency and accountability thereby improving delivery of service in the polytechnic
	105
(39%)
	158
(59%
	5(2%)
	0
	904
	3.4
	Agree

	2
	Effective records management system guarantees integrity and accountability that ensure the provision of quality and reliable service
	53

	22

	25

	28

	1056
	3.2
	Agree 

	4
	The institution maintains confidentiality of their record by not making it access free to all
	161(60%)
	95(35%)
	11(5%)
	1(0%)
	952
	3.6
	Agree

	5

	Well managed records provide a clear and verifiable record of action, decisions and processes within your institution
	200(75%)
	68(25%)
	0
	0
	1004
	3.7
	Agree

	
	Cluster Mean
	
	
	
	
	979
	3.6
	Agree


Source: Field Survey, 2026
From Table 1.2, the items addressed the second research question which is on the extent to which record management practices contribute to the transparency and accountability in Federal Polytechnics in South-East Nigeria.
 From the data analysis all items 1,2,3, 4 and 5 obtained a mean rating above the criterion mean of 3.0. Based on the fact that the cluster mean scores were above the criterion mean of 3.0. The respondents agree that record management practices have significant contribution to the transparency and accountability in Federal Polytechnics in South-East Nigeria. 

Test of hypotheses 
Hypothesis one
H0: Record management practices have no significant contribution to timely service delivery at Federal Polytechnics in South-East, Nigeria.
H1: Record management practices have significant contribution to timely service delivery at Federal Polytechnics in South-East, Nigeria.
4.3.2 Chi-Square Test 
	
	Value 
	df 
	
	Asymp. Sig. (2sided) 

	Pearson Chi-Square 
	18.649 
	
	9 
	.029 
.019 

	Likelihood Ratio 
	12.271 
	
	9 
	

	Linear-by-Linear Association 
	.629 
	
	1 
	.038 


	N of Valid Cases 
	268 
	
	
	


Source: Questionnaire Administered, (2026) 
From the table, the value of Pearson chi-square is computed as 10.70 with a degree of freedom. However, comparing them with critical value of chi-square at 9 degree of freedom and 5% level of significance, it is clear that the computed value of 18.65 is greater than the critical value at 9 degrees of freedom with 5% level of significance. Hence, the null hypothesis is hereby rejected.  The implication of this is that record management practices have significant contribution to timely service delivery at Federal Polytechnics in South-East, Nigeria. The findings are congruent with Chinyemba and Ngulube cited in Phiri (2016) asserted that proper records management could help universities to manage their information, efficiently fulfill their mandate, protect them from litigation, preserve their corporate memory, and foster accountability and good governance thereby improve timely service delivery.
Hypothesis Two
H0: Record management practices have no significant contributions on the transparency and accountability of Federal Polytechnics in South-East Nigeria.
H1: Record management practices have significant contributions on the transparency and accountability of Federal Polytechnics in South-East Nigeria.
Table 4.3.3: 	Chi-Square Test 
	
]#
]#
	Value 
	df 
	
	Asymp. Sig. (2sided) 

	Pearson Chi-Square 
	16.837 
	
	9 
	.024 
.018 

	Likelihood Ratio 
	12.371 
	
	9 
	

	Linear-by-Linear Association 
	.629 
	
	1 
	.033 


	N of Valid Cases 
	268
	
	
	


Source: Questionnaire Administered, (2025) 
From the table, the value of Pearson chi-square is computed as 10.70 with a degree of freedom.  However, comparing them with critical value of chi-square at 9 degree of freedom and 5% level of significance, it is clear that the computed value of 16.83 is greater than the critical value at 9 degrees of freedom with 5% level of significance. Hence, the null hypothesis is hereby rejected.  The implication of this is that record management practices have significant contributions on the transparency and accountability of Federal Polytechnics in South-East Nigeria. The findings also congruent with Chinyemba cited in Mosweu (2020) opined that if records are well managed, it becomes a powerful weapon for facilitating transparency and accountability in an organisation.



Conclusion
No institution can survive without keeping records of its activities, hence proper records management is the foundation that polytechnic institution needs to provide services, fulfill its obligation of accountability towards immediate community, students and staff as well as to protect their rights.  Effective service delivery in the polytechnic is achieved when the record management practices is applied to facilitate timely, reliable and accurate creation and storage of record that are accessible only to authorized users.
Recommendations
The following recommendations are made:
1. The institution should appoint records managers responsible for the compilation, implementation, maintenance and utilization of approved filing systems. It was found that polytechnics lacks professional and qualified records management staff, leading to poor record management.
2. The polytechnic institution should comprehensively adopt a good practice for record management by enhancing the management system through stipulating procedure and guidelines for record creation, usage, storage or retention and disposal
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