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FOREWORD

This is the 12 edition of Preparing for the CRM Examination: A Handbdtthe
purpose of this Harlabok is to provide information to persons preparing to take
the examination to become a Certified Records Manager. It is hoped that the
Handbook will assist applicants in understanding the examination process and
serve as a study guide. Information o tBxamination and the Institute of
Certified Records Managers (ICRM) is included. In addition, sample questions
along with suggestions on how to prepare for and take the examination are
furnished. For an updated Bibliography and application informatioripghe
ICRM websitewvww.icrm.org

Your comments and suggestions are welcome and may be sent to the ICRM at:

admin@icrm.org
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SECTION 1

INTRODUCTION TO THE INSTITUTE OF CERTIFIED
RECORDS MANAGERS (ICRM)

The Institute of Certified Records Managers (ICRM) is an international certifying
organization of and for professional records managers. The ICRM was
incorporated in 197% meet theequirement to have a standard by which persons
involved in records management could be measured, accredited and recognized
according to criteria of experience and capability established by their peers.

The ICRM is an independent, nqnofit organizatioradministered by a Board of
Regents (the Board) in accordance with the Constitution ardviay of the
Institute.

The primary objective of the ICRM is to develop and administer a program for the
professional certification of records managers, includimgfication examinations
and a certification maintenance program. The ICRM serves as the official
certifying body for both the Association of Records Managers and Administrators
(ARMA International) and the Nuclear Information Records Management
Associaton (NIRMA).

Certified Records Managers (CRMs) are professional records managers from a
growing number of countries worldide. Each individual is experienced in active
and inactive records systems, and related disciplines such as archives, business
continuity planning, and information technology. CRMs receive the CRM
designation by meeting both educational and work experience certification
requirements established by the ICRM and by passing the required examinations.

Institute of Certified Records Managerd9)1/2012 Sectionl, Pagel
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CERTIFICATION

Responsibilities ¢ Certification

To remain a CRM in good standing (and thereby be authorized to use the personal
designation of ACRMO) a person must con
This includes fulfilling the requirements of the ICRM Certification Maintenance

Program as outlined below. CRMs are expected to conform to the ICRM Code of
Ethics and participate in activities to improve the Records Management profession.
The Board may revoke the Certification of any CRM it determines is not in good
standing.

Benefits of Certification

Professionals who acquire industgcognized certifications enhance their
expertise in a number of diverse, critical areas. Industggnized certifications
such as the CRM, demonstrate a commitment to the profession and lifelong
learning and can enhance your advancement potential. Earning your CRM
demonstrates to your employer (and prospective employers) that you have a
lifelong commitment to your profession. The CRM credential is widely perceived
within the records and informatn profession as the benchmark for professional
achievement.

These credentials can also have potential financial returns; according to the 2011
Salary Guiddrom Robert Half International, candidates with professional

designation can earn a starting salap to 10 percent above the market average.
Todayds organizations are increasingly
preferredo in job announcements when s
Is recognized and accepted as evidence of a proven levdlicditeon, knowledge

and experience in records and information management. Earning the CRM means
that one has:

1 Demonstrated appropriate education and/or professional work experience;

1 Passed rigorous examinations;

1 Agreed to abide by a professional Code ohdlict

1 Committed to maintaining an active credential through meeting continuing
certification requirements.

e
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Research has shown that CRMs and CRM Candidates believe that attaining
certification status results in enhanced professionalism and personal .giidveth
records management knowledge gained through the certification process and the
improved attitude of sekbsteem and confidence can result in CRMs obtaining
increased job responsibility with commensurate salary benefits.

CRMs have access to a Newtsdetand a Membership Directory. CRMSs,
Candidates and anyone showing interest in the designation are welcome to attend
the Annual Business Meeting and reception (held in conjunction with ARMA

l nternational 6s annual c o rfi¢ddas Camdiclate}, .
but who have not yet completed the process also have access to the Newsletter.

The ICRM is a volunteer organization. CRMs assist in the development of
professionalism in records management and the promotion of the value of
certification for records managers. They share their experience and knowledge by
participating in ICRM committees and through writing, teaching, and speaking.

The annual membership fee is currently $200.00 (U.S.) for Active CRMs and
$15.00 (U.S.) for Retired CRMs.

The Certification Process
Attaining the CRM designation is based on educational background,

work experience and passing a-pexrt examination.

The sixpart examination is divided into:
1 Part I Management Principles and the Records and Information

(RM) Program;

Part lIc Records and Information: Creation and Use;

Part lll¢ Records Systems, Storage and Retrieval,

Part IV Records Appraisal, Retention, Protection and Disposition;
Part /¢ Technology;

Part Vi¢ Case Studies.

=4 =2 =4 4 =2
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Parts | to V each consist ®00 multiplechoice questions. Part VI
consists of a 60 point and a 40 point case study, each of which require an
essay response.

Applying for the Examination

Prospective Candidates must complete and submit an application form, either

online or by mai(ICRM Form 1) with supporting documentation indicating

acceptable education and professional work experience. The application and
supporting documentation is reviewed an
Standards Committee to determine if the digation requirements have been met.

Application Fees

Prospective Candidates pay a wrefundable fee for processing their original
application and evaluating credentials. Applicants who fail to meet mandatory
gualifications are required to resubmmnew application form (including a new
processing fee if they request reconsideration more than one year after the date of
the original application). Please gowwavw.icrm.orgfor the application (ICRM

Form 1) and the f2amount.

Application to take specific parts of the examination is done through the ICRM
member database. An applicant must be accepted as a Candidate before applying
for examinations. A Candidate must pass Parts | through V before applying to take
PartVI. Examinations are given by Pearson VUE, a tpiadty independent

testing service. A fee per examination is charged for each of Parts | through VI.
Application to take any part of the exam is done through the ICRM member
database with a link to theeRBrson VUE site to register and pay fees. These fees
are only refundable if an applicant cancels a scheduled exam with Pearson VUE
more than 24 hours prior to the examination.

Application and fees must be submitted to Pearson VUE, the testing senvice, by
deadline established for each examination. All payments must be in United States
currency. Please go wowvw.icrm.orgfor a listing of the current examination fees.

Qualifications

The minimum qualifications for gtying for the CRM are a college degree (four

year or bachelorés degree) and one year
Management (RIM) experience. One additional year of professional RIM

Institute of Certified Records Managerd9)1/2012 Sectionl, Paged
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experience may be substituted for each year of collega fnighschool graduate
with five years of professional RIM experience could apply).

Education
The minimum acceptable education is graduation from high school (completion of
12 grades) or equivalent (e.g. GED Certificate).

The preferred educationisayde ar ( bachel ordés) degree f
institution of higher education. The academic major (course of study) need not
have been in a records related field. Partial credit (inye&f increments) may be
given for acceptable credit hours shortéafa c hel or 6 s degr ee.

The only college or university course work or other education acceptable is that
which would be creditable toward a bach
of higher education. Professional seminars, conferences or workshoys are

acceptable even when CEUs are granted. All claimed education must be

documented. Academic degrees may be documented by either official transcripts

or a photocopy of the diploma. Partial education (credit hours short of a degree)

must be documentdal official transcripts. Items such as grade reports or training
certificates are not acceptable.

If the status of the educational institution is not known to the Committee, the
applicant may be asked to provide evidence of its accreditation. If academi
credits are not expressed in typical US college semester or quarter hours, the
applicant may be asked to provide evidence for conversion to the equivalent of
such units.

For international applicants, the institution of higher education must hold an
acceditation equivalent to that granted by a US accreditation organization. The
ICRM may, at its discretion, require international applicants to provide proof of a
college or university degree/diploma award to show that it is equivalent to a US
award.

Professional Work Experience
Applicants must have at least one year of professional Records and Information
Management (RIM) experience.

Acceptable professional work experience may have been acquired if a person has:

Institute of Certified Records Managerd9)1/2012 Sectionl, Pageb
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9 Conducted studies and surveys;

91 Developed, dsigned, and implemented records or information
management systems;

9 Had direct managerial or operational responsibility for RIM programs;

9 Has taught in an accredited college/university (on a full time basis) courses
in RIM

The Committee requires externatitten verification signed by the employer of

claimed experience containing sufficient detail to determine if the work meets the
standards described above. Verification must include dates the applicant held the

job responsibilities described. The do@amntation can come directly from the

empl oyer or can be submitted by the app
supervisor, manager, company owner or director, or someone from the Human
Resources office.

Formal, detailed job descriptions can be submitted.aéceptable job description
contains:

1 the job title;

1 the position, scope, and duties detail;

1 the organization name;

TGKS SYLX 28SSQa 6AyOdzyoSyiaQauv yIl YST

1 the effective date(s);

1 and is dated and signed by both the employee and an appropriate
organizationofficial.

If job descriptions meeting the above criteria are not available, letters from
employers can be considered as long as they contain the needed information. (See
below, Section 1, pg 26 for an example letter.)

Positions involving some acceptaleties and responsibilities can be considered
partially qualifying. The Committee will determine percentage of time to be
credited. For example, if a position occupied for four years is determined to be
25% acceptable, the applicant will be given créafione year of professional
experience.

Institute of Certified Records Managerd9)1/2012 Sectionl, Pages
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Consultants and sales (vendor) personnel require additional documentation for the
Committee to differentiate acceptable experience from regular sales work. Job
descriptions are helpful but letters from clientsrs@eded. These letters must be

in sufficient detail to thoroughly describe the work performed for the clients and
provide evidence the services performed meet the criteria for professional records
management experience. Information is also needed omvwoleed to calculate

the full-time equivalentofong e ar 6 s experi ence.

Teachers are required to submit the syllabi of courses taught and a letter from the
department head (or equivalent) substar
activities within theeducational institution. Specific information or the amount of
teaching time is needed for the Committee to convert tdifu# equivalents.

Some additional guidelines on experience are:

The operation of specialized equipment without being involvelkarcreation and
development of related records management applicatidingot be considered as
gualifying experience.

Applicants who are medical records specialists or technicians must explain
thoroughly the relationship of the activitiestotheorganat i on6s over al |
management program.

The traditional work of librarians dealing with published matersalsot

considered qualifying records management experience. Librarians, technicians,
secretaries, and clerks are not automatically exclbdeduse of their job titles.

They can be eligible for the exam if they can show the proper work experience.
Since most people in these jobs do not normally perform the duties determined to
be professional records management responsibilities, they da&algarticular

care in providing the Committee with documentation of their work experience.
For exampl e, Ahandlingo the records Air
is not considered professional activity. Generally, the work is consideredkleric

if it is following procedures and professional if it is developing, implementing and
monitoring procedures.

An applicant whose application has not been accepted may appeal in writing
through the Appellate Process Committee. Decisions of the Comaniédimal.

Institute of Certified Records Managerd9)1/2012 Sectionl, Pager
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Unnecessary and Unwanted Material
Many applications are approved with only the application form and two pieces of
paper in the folder (a copy of the diploma and a certified job description).
Voluminous submissions are neither desired nor bel@pecific itemNOT to
include are:

1 Resumes and other personally prepared items. Personally prepared

material cannot be considered unless it is validated by an appropriate third
party;

9 Evidence of conferences, seminars or other @Gaotlege) trainingttended
or presented;

1 Copies of publications, speeches, awards, plaques, etc.;

1 Award and congratulatory letters (unless they are the only evidence of
work experience;

1 Evidence of ARMA (or other professional) loyalties and accomplishments.
Being Presidenf the local chapter is not qualifying job experience;

1 General letters of recommendation or endorsement from any source that
are primarily personal and which do not contain needed details of job
performance. Applicants are not approved on their persayaii the
personal endorsements of colleaguethey are approved on the basis of
documented education and job performance; and,

1 Copies of certifications, licenses or credentials from other professions. A
certification for tax preparation or financial plaing is not creditable.

Timelines

An applicant is not considered a ACRM
the exams until the Committee approves the application. If the Committee
determines that additional documentation is needed to suppopgheasion, the
applicant will be asked to supply the additional material. An applicant who is

asked to provide the Committee with additional documentation has one year after
the original application date to provide it. If documentation is not proviué#uhi

time frame the file is considered closed. If the applicant then wishes to be
reconsidered (a resubmission) another $100.00 (US) application fee will be
charged.

Institute of Certified Records Managerd9)1/2012 Sectionl, Page3
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Limits of the Certification Standards Committee Responsibility

In the event the Comntée cannot or does not render a decision on an application

in time for a scheduled exam, the Commi
extension of time for the applicant to submit acceptable material. Such an

extension shall be at no additionaboge to the applicant.

Appeals

A decision by the Certification Standards Committee is final unless formal written
appeal procedures are followed. An appeal can be filed by any unapproved
applicant by addressing a letter requesting such an appeal tofibtatg Process
Committee of the Institute.

ICRM ID and Password

Candidates wi ||l receive an | CRM I D and
an ICRM Candidate. If that ID or password is lost, contact the ICRM Business

Office atadmin@icrm.org Please allow one week to receive the ID and

password.

Registering for Exams Using the ICRM Website

Once approved through the application process detailed below, a Candidate is

eligible to register for exams during the negea registration period using the

ICRM website. Log on to the ICRM websit@w.icrm.org and cl i ck on
Per sonal Detail so. Then click on AExar
to test. Then select the ema you wish to take during that cycle. You will need

to wait 24 hours for the information to be transferred to Pearson VUE. Return to
this screen, and your exam status wil/l
current exam cycle (far leftofthescraem der fiExam Cycl eo) .
also be a direct link to the Pearson VUE ICRM landing page. You can then

schedule your exam and arrange for payment directly with Pearson VUE. Consult

the ICRM website for dates, deadlines, and check payment options.

THE EXAMINATION PROCESS
Attaining the CRM designation is based on educational background, professional
work experience and successful completion of gpart examination consisting of:

1 Part I¢ Management Principles and the Records and Information
(RM) Program;
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1 Part ll¢ Records and Information: Creation and Use;

1 Part llic Records Systems, Storage and Retrieval,

1 Part IV¢ Records Appraisal, Retention, Protection and Disposition;
1 Part V¢ Technology;

1 Part Vic Case Studies.

Parts | through V each csist of 100 multiplechoice questions. Part VI consists

of case study problems. All examination questions are in English. The answers to
Part VI must be written in the English language. The multhlgEce questions in
Parts | through V are chosenegually as possible from all parts of the subject
matter outline (see Section 2).

The questions in each part are based on fundamental records management
practices, and are meant to represent the best practices in the industry. Questions
areNOT includedin the test bank if they refer solely to the practices of a specific
country, vendor or company.

I f English is not the Candidateds natiwv
20 minutes of test time for each of Parts | through V, and an addibogediour of

test time for Part VI. Candidates requiring this additional time should contact the
Regent for Exam Administration (at least two weeks before the exam) for approval

for the additional time. Seeww.icrm.orgfor contact information.

Taking the Examination

A Candidate may sit for all of Parts | through V of the examination during the
same testing week, or they may take as many, and in any sequence they desire.
Part VI may be taken only after the candidzs passed the first five parts.
Candidates may retake any part of the examination as often as necessary. (See
ACompl etion Time Required. 0)

Examinations are administered by Pearson VUE, an independent testing service.
Pearson VUE has over 4,000 indegent thirdparty testing centers worldwide.

Part VI Test Administration
Part VI is an essay type examination administered by Pearson VUE. The testis
administered on a computer, however, there is no spell check and formatting such

Institute of Certified Records Managerd9)1/2012 Sectionl, Pagel0
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as cut and paste isydimited. Bullets, underlining and bolding are not available.
There are erasable notepads availabl e a
bookso at ot hers. Candidates are advi s
sites to see what test conditicare available.

Part VI tests are timed, and allotted 240 minutes (four hours). However, the first
five (5) minutes are designated for administration issues such as reading and
responding to the nedisclosure agreement. Once they agree to thalrsmiosure
agreement, the Candidate has 235 minutes to complete the exam.

The 60 point examination question is presented first, and must be completed prior
to continuing to the 40 point exam question. Once the Candidate completes the 60
point question and subts it, theyCAN NOT return to it. All editing must be
completed before continuing to the 40 point question.

Once the 60 point question is completed and submitted, two 40 point questions are
available for viewing. The Candidate has the opportunityad beth 40 point
guestions before selecting which question to answer. Once that selection is made,
the Candidat€AN NOT return to the question not chosen.

Both the 60 point and the two 40 point questions allow you to read the entire
question before amg&ring. The answer consists of several parts, and each part is
presented individually. For example, all questions begin by asking for a

NnStat ement of t he Probl em. o Once the C
NnStat ement of tahdev abhrcoeb Iteoma ,h eh es eccaom d s c |
Overall Findingso, and so on through th

exam examples are located in Section 3.

Completion Time Required

All six parts of the examination must be passed within a perifidetonsecutive
years. If a Candidate fails to do so, they must reactivate their Candidacy and the
part(s) taken and passed initially must be repeated so that the passing of all parts
occurs consecutively within a fiseear period. The time for passitige exam

begins from the date of approval as a Candidate, or the date of Reactivation.

Grades

The passing score for each part of the examination is 70%. Candidates taking Parts
| through V at a Pearson VUE testing site will receive their exam results

immediately upon completion of testing. Part VI exam answers are graded by a

Institute of Certified Records Managerd9)1/2012 Sectionl, Pagell
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manual process. A test grade of 60% to 69% for Part alitematically regarded
by different graders prior to the Candidate receiving the grade.

Examination Dates

The exams areffered Monday through Friday in the first full week of February,
May, August and November each year. Candidates may select the day, time and
location that meet their particular schedule. Part ONLY offered on the

Thursday following the week that s | through V are offered. Candidates who
have passed Parts | through V may, if a test site is available, take Part VI on the
Thursday following the week they passed the last of Parts | through V.

Examination Schedule

Candidates are allowed 80 mimstfor each part when taking Parts | through V,
including 5 minutes for administrative purposes. Part VI (Case Studies) has a four
hour time period, including 5 minutes for administrative purposes.

Refunds

Candidates can cancel exams up to 24 hours forive scheduled exaby calling
Pearson VUE directly. Candidates failing to show up for scheduled exams, or
calling less than 24 hours prior to their scheduled exam, forfeit any fees paid.

Regrades and Appeals

A Candidate who fails Part VI by less thaight points (63%69%), and who has

a legitimate reason to believe that there was a grading error, may make a written
request to appeal the failing grade. Appeal requests must be postmarked within 15
days following the receipt of notification of the fag grade.

Review of contested grades will be performed by the Examination Appeals
Committee and shall be processed within 30 days following receipt of the appeal
by the Committee. Decisions of the Examination Appeals Committee are final.
The Appeals Canmittee does not provide feedback on appeals.

Feedback

Feedback is provided to Candidates who are unsuccessful in passing an
examination part. The feedback for Parts | through V is individualized, and
provided before the Candidate leaves the testingecefeedback consists of the
outline parts of that particular part that contained the questions missed. Candidates
can then use that feedback to guide their further study.

Institute of Certified Records Managerd9)1/2012 Sectionl, Pagel2
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Feedback for Part VI is also individualized and provided by the graders who
gradel each question (the 60 point and 40 point questions are graded by different
people). Feedback is in narrative form providing information on how the
Candidate performed in technical knowledge, writing ability, problem analysis and
appropriateness of answe

QUALIFYING FOR THE EXAMINATION

Attaining the CRM designation is based on education background, professional
work experience and successful completion of goart examination. Prospective
Candidates must complete and submit an application form (IC&¥h E), or

make application on line by going wovw.icrm.org Supporting documentation
indicating education and professional work experience must be included. The
application and supporting documentation will then kedweated by the

Certification Standards Committee to determine that the qualification requirements
have been met.

Documenting Education
See above, Section 1, Page&.5

Documenting Professional Work Experience

Applicants who properly demonstrate achievetrid afoury e ar ( bachel or
degree from an accredited institution of higher education must also demonstrate

one year of professional Records and Information Management (RIM) experience.
Alternatively, one year of professional RIM experience can bditutles for each

year of college education. Experience is calculated to the application date.

For information on documenting professional work experience, see above, Section
1, Pages ®.

Purpose of the Application Review

The members of the Certificatictandards Committee evaluate the application

and the accompanying documentation. The Committee is responsible for
evaluating the evidence of the applican
Committeedoesnote val uat e factors seneshasas t he p
records manager nor as a community minded citizen. Neither does the Committee
evaluate the applicantds records manage
the sixpart exam. The exams will test the level of knowledge and writing skills.
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Since the Committee makes its judgment solely on the paperwork submitted, and

collected in the applicantodos file folde
provided. Experience has shown that submission of complete and accurate
documentation withtheapplc at i on for m wi | | significal

opportunity to become a Candidate.

If the applicant is not approved with the first submission, and the Committee
determines that additional documentation might produce a more favorable
response, th€Eommittee may offer the applicant the opportunity to provide
additional material.

Applicantds Responsibility for Document
Applicants bear the full burden of providing written confirmation of their

qualifications. Each applicant is responsiblegmviding all the documentary

evidence that the Committee may require to make a determination of eligibility.

The Committee members are not obligated to follow up on references or other
documentatio@ although they may do so if they determine that onlyamin

clarification is required. The applicant needs to complete and sign the current
version of the official application for
attached resumed are not acceptabl e.

The official language of the form is English.néeded documentation is not
available in English, the applicant may be asked to provide a satisfactory
translation.

CERTIFICATION MAINTENANCE

The Institute of Certified Records Managers believes it is vital that Certified
Records Managers remainreent in the dynamic field of Records and Information
Management (RIM). The Certification Maintenance Program has been established
by the ICRM to ensure members maintain professional competence, update
existing knowledge and skills, and attain new or taoldial knowledge and skills.

Requirements

Active CRMs are required to maintain ce
need to maintain certification. The fryear certification maintenance cycle for

each CRM begins on January 1 or July 1, whicgtr @mmediately follows the
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examination date on which the CRM successfully passed Part VI. However, credit
towards Certification Maintenance may be earned from the date of Certification.

To maintain certification, oved hundr ed
educational activity are required during each-fyear period following initial
Certification. A Acontacto hour i's def

hour of active involvement in a qualifying educational activity. One credit will be
awarded for each contact hour of educational activity. No credit will be awarded

for any educational activity of less than one contact hour. Lunch, coffee breaks,
business meetings, vendor exhibit viewing, social activities, and award
presentationsdongtual i fy i n calcul ating ficontacH

Qualifying educational activities are grouped into ten (10) categories. No more
than thirty (30) credits will be granted for any single activity within a category. A
single activity is defined as one event, susloae course, one seminar, one
conference, etc.

This does not preclude the accumulation of all 100 contact hours through
participation in activities in only one category. For example, taking four university
courses is likely to qualify for 100 contacturs, as is attending 40 dinner

meetings plus five twalay seminars.

Up to 50 certification maintenance hours earned during the last year of the five
year cycle which exceed the required 100 hours needed to maintain certification,
can be carried over intbe next fiveyear cycle as long as such requests are
postmarked within six months of the date of activity.

Certification Maintenance Application Procedures

Requests for certification maintenance credits are made by submitting online in the
CRM Member Dabase, or by submitting the current applicable ICRM CMP Form

3 or Form 4, along with the necessary documentation and evidence of qualifying
content, attendance, and duration of the educational activity. If objective evidence
of a Category 10 activityisont avai |l abl e or involves a
information, the CRM may request that the Regent of Certification Maintenance
approve the request based on the verification signature of a supervisor, client or
activity sponsor. Certain supporting docunagioin may still be requested. Filing

for contact hour credit should be done as hours are accumuReegiestsfor
Certification Maintenance credit must be postmarked within six months of

the date of the activity.
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CRMs who meet certification maintenanequirements will receive formal notice
from the ICRM. CRMs failing to meet these requirements will receive formal
notice indicating that they are no longer eligible to use the CRM designation and
will be dropped from the ICRM rolls. Restoration ofttf@ation lost can be
achieved only by, again, passing Part VI of the CRM examination.

Appeals

CRMs will be advised of denied credit requests. Rejections must be appealed
within 30 days after notification has been received. Appeals should be made in
writing to the Regent, Appeals and Legislation. No CRM shall be dropped from
the rolls until such time as the appeal has been reviewed and decided upon by the
ICRM Board of Regents.

Categories of Approved Educational Activities

CRMs should update their knéedge and skills in any of the areas covered by the
CRM examination. Activities which qualify for certification maintenance credit
fall within the following categories:

1. College/University Courses(Credit and Audit) Courses that are presented
by accreditd colleges and universities. Course content should encompass
the areas covered on the CRM examination or general management theory
and its applications. Coursework on business tools, (i.e. software training)
does qualify. A Continuing Education Unit (C.E)Uour is equivalent to a
"contact” hour. Required Documentation: Copy of transcript and course
outline or description with schedule. Evidence of completion may be a
certificate, grade report, transcript or other documentation from the sponsor.
General uiversity courses required of all undergraduates to obtain a degree
do not qualify for credit.

2. Seminar/Conference. A formal, structured program of qualifying
educational material conducted in a classroom mode and sponsored by any
recognized agency, instttan or constituent body of a professional
society/association. Required Documentation: Program description, and
proof of attendance in the form of a canceled check, registration receipt, or
completion certificate.

3. Vendor Course. A structured program of a@lifying educational material
presented to a #dAlive audienceo by
educational presentations, which is not sponsored by any other organization.

Institute of Certified Records Managerd9)1/2012 Sectionl, Pagel6

(o)}



Preparing for the CRM Examination
Section I¢ Introduction to the ICRM

[Tours and routine sales presentations and demos do not qualify for credit.]
Required Documentation: Same as number 2 above.

4. Activity with Education Content. Any activity that offers qualifying
educational content, except as specified in other categories, (e.qg.
professional society meetings, ARMA chapter meetings, web semamats,
ARMAGs Read and Learns, etc. ). Requi
2 above.

5. Company-Sponsored Educational Courses. Course sponsored or
conducted by employers of qualifying educational material. [Training on
company operations or personnel policies not qualify for credit.]
Required Documentation: Same as number 2 above (when applicable).

6. Professional Society/Association Educational ActivitiesParticipation in
the development of "workshop" programs, video tapes and audio cassette
presentations, wriculum development program, research studies, etc.
[Administrative and logistical planning or operational activities (e.g.
program planning, selecting speakers, etc.) do not qualify for credit.]
Required Documentation: copy of work product or docummmtabf
activity.

7. Teaching, Lecturing, Presentations, IrRhouse records management
training and/or Management Presentations."Live audience" instruction
and/or presentations. Credit for preparation of material will be awarded once
at three times the numbef the contact hours needed to present the material.
Presentation credit will be awarded on a-fmeone contact hour basis for
the initial and any subsequent presentations. Joint presentations will have
credit awarded by dividing the total presentationet by the number of
presenters. Published proceedings of a presentation will be the same as
development credit. Required Documentation: Copy of announcement,
presentation outline or course catalog entry.

8. Correspondence CoursesApproved correspondence wses or video or
other film material. Personal reading does not qualify for credit. Required
Documentation: Proof of completion in form of certificate, diploma or
transcript, along with course outline with schedule.

9. Publication of Articles and Books. Credit for this activity will be three
hours per full published (i.e. typeset) page. Partial pages will be calculated
accordingly. Photographs and accompanying graphics do not qualify.
Published articles must appear in a formal publication of regional @nadti
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distribution. Reprints of published materials do not qualify for credit.
Typewritten pages are calculated on a -toreone basis. Required
Documentation: Copy of article, or, for a book, a copy of the title page and
table of contents.

10. Other. Activities, including orthejob and other miscellaneous activities,
regardless of remuneration, may qualify for credit if the activity results in: a)
a work product; or b) the development of knowledge for the individual or the
records management field. To gairedit from these activities, a CRM must
be able to identify "What records managemedted knowledge was
gained?" [Note: Category 10 submissions must come on the separate form
designed specifically for that category.] All qualifying activities in Catgg
Ten will be judged on a cadw-case basis. This category includes activities
such as:

a. Manuals written (e.g., procedures, training). Documentation Required:
Description of activity plus table of contents and copy of the title

page.
b. Records Managemensoftware programs written or developed.

Documentation Required: Description of activity plus sample reports
and/or testimonial from user department (if possible).

c. Records retention schedule development. Documentation Required:
Description of activity pla sample schedules.

d. File plans / disaster plans. Documentation Required: Description of
activity plus table of contents and copy of title page (if appropriate).

e. Systems developed or implemented. Documentation Required:
Description of activity plus testiomial from user department.

f. Reviews of professional books. Book reviews of professional books,
of a minimum of 100 pages, with any publication date, are acceptable.
Professional books are eligible if the subject matter is covered by the
CRM examination atline. If necessary, contact the Regent for
Certification Maintenance to clarify the appropriateness of the
proposed reading. Documentation Required: a review of the book
which includes:

I. a copy of the title page and table of contents;
ii. a complete and acrate bibliographic citation;
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iii. an introduction to the topic covered by the book, including
mention of other pertinent works;

Iv. asummary of the text;
v. and an evaluation of the text.

The review should be between42pagesi typewritten or
computerproduced.The components of each review need not be
in the above order, nor strictly separated. Stylistic creativity is
encouraged, literary competence is required. Credit: Five credits
will be awarded for each acceptable review.

g. Electronic Publications. Developnteof records managemerdlated
materials to be published on the internet or intranet will be calculated
on a twaofor-one basis: Two electronic pages will receive one hour of
credit. A web address indicating that the CRM is the author/developer
Is requied for the internet/intranet sites. If the site can not be
accessed by the Regent of Certification Maintenance, a verification
signature of the respective supervisor or client will be required.

h. Other Activities. Other records management activities rbay
appropriate for Certification Maintenance credits. Contact the Regent
for Certification Maintenance if unsure if an activity is appropriate, or
of the documentation required.

Refer to the ICRM website for most current contact information at
WWW.ICrm.orq.

Proof, Fairness, and the Certification Maintenance Process
As an accredited body, the ICRM grants certification based on an examination
covering the body of knowledge associated with the Records and Information
Managment (RIM) field. The means by which the ICRM assures those outside
the field of the ongoing value of the CRM is the Certification Maintenance
Program. The CRM does not lose value over time because of the Certification
Maintenance activities of CRMs. sfproof, and to ensure fair and consistent
practice in the administration of the Certification Maintenance Program, the
program is evidenebased. Therefore, every credit request must meet the
following criteria:

1 Qualifying Content; Objective evidence dhe activity or event reveals

that it relates to one of the areas of the CRM examination outline. If the
relationship is not clear, it must be made clear using objective materials
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before requesting credit. Qualifying content is very broadly defined to
include the whole range of management competencies as well as that
necessary for the successful management of recorded information;

1 Attendance and Participatiorr Objective evidence is provided to affirm
that the requesting CRM was present at or particijghite the event. The
ICRM accepts proof of registration, attendance certificates, verification of
an event sponsor or other authority, thank you letters, published agenda,
and a range of similar evidence appropriate to the specific request.
Objective evidnce must be obtained before requesting credit;

9 Duration of Contact Hourg Objective evidence confirms that the hours
requested are those eligible under ICRM policy. That is, the evidence
clearly distinguishes between the total time and that which igilelle. For
SEFYLX SZ AF I OSNIAFAOFGS NBIFIR& ay
hours may be deducted for breaks and lunch.

Obviously, the value of an event goes far beyond the credits that may be obtained
for Certification Maintenance. Many cadsrations (professional networking,

soci al Il nteraction, etc.) factor into
hours eligible under ICRM policy may be factored into the credit award, based on
the evidence provided.
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CODE OF ETHICS

Certified Records Managers should maintain high professional standards of
conduct in the performance of their duties. The Code of Ethics is provided as a
guide to professional conduct.

1. Certified Records Managers have a professional responsibility to conduct
themséves so that their good faith and integrity shall not be open to
question. They will promote the highest possible records management
standards.

2. Certified Records Managers shall conform to existing laws and regulations
covering the creation, maintenancedalisposition of recorded information,
and shall never knowingly be parties to any illegal or improper activities
relative thereto.

3. Certified Records Managers shall be prudent in the use of information
acquired in the course of their duties. They shauidtect confidential,
proprietary and trade secret information obtained from others and use it only
for the purposes approved by the party from whom it was obtained or for the
benefit of that party, and not for the personal gain of anyone else.

4. Certified Records Managers shall not accept gifts or gratuities from clients,
business associates, or suppliers as inducements to influence any
procurements or decisions they may make.

5. Certified Records Managers shall use all reasonable care to obtain factual
evidence to support their opinion.

6. Certified Records Managers shall strive for continuing proficiency and
effectiveness in their profession and shall contribute to further research,
development, and education. It is their professional responsibility to
encourge those interested in records management and offer assistance
whenever possible to those who enter the profession and to those already in
the profession.

Ethics Review Procedure

If it is felt that a Certified Records Manager (CRM) has violated the GbE¢hics

of the Institute of Certified Records Managers (ICRM), a letter stating such must
be sent to the President of the ICRM, (see wehsigv.icrm.org for current
address. This letter must identify the CRM, staterhture of the ethics violation
charge and request that the ICRM investigate the matter. The person(s) making the
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charge must identify themselves. The ICRM will keep the identification of the
person(s) making the charge confidential.

Upon receipt of the letter, the President of the ICRM will establish ah hoc
Ethics Committee and identify three individuals to serve on it, subject to the
approval of the Board of Regents. No current member of the Board may serve on
thisad hoccommittee.

This Committe will be provided the letter requesting the review. The Committee
will contact the person(s) making the accusation and obtain from them all available
information on the issue. The Committee will also contact all involved parties,
including the accused CRM obtain any additional facts.

The Committee will consider the information gathered and reach a ruling for the
Board. The ruling must reflect a unanimous vote of the Ethics Committee,
repudiating or substantiating the ethics violation charge(s).

If a CRM has been cleared of the charges, a letter stating such shall be sent to all
people contacted during the investigation.

If the Committee is unable to reach a unanimous decision concerning the charges,
a second committee consisting of three -Baard (RMs will be formed to
consider the case. They will operate in the same manner as the first committee. If
the second committee cannot reach a decision, then all charges will be dropped
against the CRM. A letter stating such will be sent to all people dedtaciring

the investigation.

If the CRM has been found to be in violation of the Code of Ethics of the ICRM,
then that individual shall be notified by the Secretary of the ICRM that they can no
longer use the CRM designation. The CRM will not be elagitd apply for
membership in the ICRM for a minimum of 5 years, at which time they must
submit an application, be accepted to sit for the exam based on the qualifications in
force at that time, take and pass all parts of the examination prior to regai@ing
status of CRM.

All Ethics Committee proceedings are confidential. No information on the case,
either factual or noffiactual, will be presented to the Board. The ruling of the
Ethics Committee will be final. The Committee will seal the file afteballiness

has been completed. The sealed file will be placed in the archives of the ICRM and
confidentially destroyed after 10 years.
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SAMPLE LETTER (DOCUMENTING EXPERIENCE)
Sample Letter 1

Date
ICRM Certification Standards Committee
403 East Taft Road
North Syracuse, NY 13212
Dear ICRM Certification Standards Committee:
| am Chief General Courlel f or XYZ Company. Ms . Amy

Company Records Manager, is applying to sit for the CRM exam. This letter is
veri fi cat i o mrofessiondMRecordéand mformaiie Mnagement
(RIM) experience while with XYZ.

Ms. Wilson has been ¢hCompany Records Manager for tyears. e started
working for us in 2008. During that time she has developed and implemented a
Records Retention Schedule andasition procedure for the entire company.

Pl ease | et me know i f you have addition

experience with my company.
Regards,

John Doe, Chief General Counsel
XYZ Company
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Sample Letter 2
Date

ICRM Certification StandardSommittee
403 East Taft Road
North Syracuse, NY 13212

Dear ICRM Certification Standards Committee:

| am John Doe, Chief General Counsel for SYZ Company. | understand Ms. Amy

Wil son, who is SYZ6s Company Records Ma
ex a m. This letter is verification of M
Information Management (RIM) work experience during her employment with

XYZ Company. Ms. Wilson has been the Company Records Manager for 4 years.

She started working for us in 200 During that time she implemented the IBM

Filetrak electronic records management system, and designed and implemented an
archiving program for the Customer Information System.

Pl ease | et me know i f you have addition
experence with XYZ.

Sincerely,

John Doe, Chief General Counsel
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SECTION TWO

TAKING THE EXAMINATION
This section discusses several aspects of exam preparation and execution.

The Institute of Certified Records Managers does not conduct courses of study,
conferences, seminars, or workshops to teach the body of knowledge required to
pass the examination. However, sessions at various professional association
conferences are scheduled to familiarize attendees and review the examination
process. Without endorsg a specific textbook or course of study, the candidate
would be wise to consider special preparation in the specific subject matter areas
outlined in this section.

The most current bibliography listing reference sources can be found on the ICRM
websiteat www.icrm.org. Candidates should select those materials most suited

to their individual needs, and be mindful that useful new publications are
continuously being produced and added to the bibliography.

In addition, it may prove advantageous to formjan, a group of interested
people who study for the exam on a regular basis. Discussion with others, in
addition to wide reading, can provide insight to various records management
problems and solutions. In the final analysis, individual commitment esolve
are the most important contributing factors to successfully preparing for, and
passing, the CRM examination.
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EXAMINATION OUTLINE

Part |
Management Principles and the Records and Information (RIM) Program

A. Principles of Management

ManagemerFunctions

Management Theories and Concepts
Organizational Mission, Goals, and Objectives
Organization Structure

Decisioamaking

akrwnhE

B. Human Resources/Staffing
Staffing

Training and Development
Performance Evaluation
Job Descriptions
Employee Relations
Workplace Diversity

oS0k~ wWwNhE

C. Methodologies
1. Project Management
2. Business Process Management
3. Change Management

D. Financial Considerations
Estimating Resources
Program Budgeting
Cost Amlysis
Cost Justification
Forecasting and Benchmarking
Financial Audits
. Writing Requests for Proposals/Quotations/Information
E. Planning
1. Scope
2. Formulating a Strategy
3. Setting Goals and Determining Objectives
4. Role ofRIM Manager and Staff

NookwhE
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Collaboration
Determining Functions
Assigning Responsibilities and Authorities

©ooNOoO O

F. Additional RIM Program Components
Communication and Awareness
Incorporating Standards and Guidelines
RIM Manuals

Policies and Procedures

Training and Orientation

arwnNE

G. Directing and Monitoring a RIM Program
1. Metrics
2. Reports
3. Auditing and Evaluatio

H. Ethical Responsibilities
1. Concept of Professionalism
2. ICRM Code of Ethics
3. Social Responsibilities

I. Global Concerns of a RIM Program
1. Standards and Models
2. Multi-National Issues
3. Security and Privacy
Part Il

Records and hformation: Creation and Use

A. Creating Records and Information
Definition and Objectives
Characteristics of a Record

Media Considerations

Methods of Creation/Capture/Receipt
Structured and Unstructured

Cost Considerations

oORWNE

B. Information Capture and Use
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1. Metadata
2. Taxonomies
3. Document Control

C. Legal Compliance
1. Legislative and Regulatory
2. Litigation
3. Discovery and Investigative Research
4. Personal Identifying Information
5. Intellectual Property

D. Risk Assessment
1. Definitions
2. Objectives

E. Information Security
1. Definitions and Objectives
2. Role of the RIM Manager
3. Security Classifications
4. Access Control
F. Electronic Communications
. Types of Electronic Communications
Strategy Development
Policies and Acceptable Use Practices
Intranet and Internet
Collaboration Tools
Unified Communications

oghwnE

G. R

arwNEZ

related Business Activities
Correspondence Management
Documentation of Policies anddeedures
Forms Management

Mail Management and Facilities
Reprographics

Part Il
Records Systems, Storage and Retrieval

A. Basic Concepts
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akrwnhE

Assessing Information Needs
Controlling Volume of Information
Classifying Information

Basic File Groups

Media Selection

B. Filing Systems

=

2.
3.
4.

Classification Systems

Physical

Electronic Document Management Systems
Special Storage Requirements

C. File System Design

1.
2.

Design and Planning
Location and Condl

D. Records Indexing and Retrieval

1.
2.

Indexing
Retrieval

E. File Conversions

ahrwnNE

Planning and Evaluation
Feasibility and Cost Studies
System Design

Records Conversion Methods
PostConversion Considerations

F. Records Strage Facilities

=

2.
3.
4.

Design Considerations

File Equipment

Records Center Shelving
Relocating a Records Facility

G. Records Centers Operations

HwhNE

Functions and Objectives
Supplies

Storage Containers
Materials Handling Equipent
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5. Managing the Records Center
6. Operating the Records Center
7. Disaster Recovery

H. Commercial Records Centers
1. Outsourcing Considerations

2. Vendor Evaluations
3. Contract Considerations
4. Vendor Performance Management

Part IV
Records Appraisal, Retention, Protection and Disposition

A. Records Inventory
1. Planning
2. Organizing
3. Conducting

B. Records Appraisal
1. Data Analysis
2. Appraisal Valuation

C. Retention Schedule Creation
1. Types
2. Layout and Design
3. Life-Cycle Milestones
4. Approval Process

D. Retention Schedule Implementation
1. Publication and Distribution
2. Promotion and Training
3. Applying the Schedule
4. Disposition
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E. Retention Schedule Administration
1. Review and Update
2. Holds
3. Evaluating Compliance

F. Vital Records Program
Identification of Vital Records
Risk Analysis

Protection Methods
Developing the Plan

Testing and Updating

akrwnNE

G. Business Continuity
1. Planning
2. Implementation Procedures
3. Preservation
4. Recovery

H. Archives

Archival Appraisal

Arrangement, Description and Use

Conservation and Preservation of Archival Materials
Media Hardware/Software Considerations

Archival Administration

akwnNE

PART V
Technology
A. System Life Cycle
1. Basic Concepts
2. Planning Systems
3. Developing and Implementing Systems
4. Operating and Administering Systems

5. Upgrading, Refreshing, Retiring and Deactivating Systems

B. Architecture and Infrastructure
1. System Architecture
2. Devices
3. Security/Accessibility
4. Data Management
5. Data Storage
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C. Life-Cycle Management

Nook~wbdE

Records Creation

Capture

Organizing Records and Data
Active Management
Preservation Issues
Data/System Disposition
System Recovery

D. Imaging Technologies

1.
2.
3.

Micrographics
Repragraphics
Imaging Systems

E. Programs and Applications

NoakwdhE

Databases

Decision Support Systems
Content Management

Business Process Management
Communications

Collaboration

Web
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ANNOTATED OUTLINE

Part |

MANAGEMENT PRINCIPLES AND THE RECORDS AND INFORMATION
MANAGEMENT PROGRAM

Management principles have been developed over the years to help managers perform
their jobs more successfully. These principles and accepted theories should be applied
when organizing and managing a Records and Information Management (RIM)
program. Part | includes topics such as staffing, budgeting, cost analysis and control,
organizational placement, authority and scope of a program. Additional topics such as
management theories, methodologies, ethical obligations and global concerns are also

included.

A. PRINCIPLES OF MANAGEMENT

1. Management Functions. The application of general management principles
includes the management functions of planning, organizing, directing, controlling
and staffing. Be able to identify the RIM ma n a g e le i sachrobthese
elements. Understand communication techniques, listening skills and leadership

styles and how they affect leadership ability and effectiveness.

2. Management Theories and Concepts. Management theories are vehicles
through which the practice of management can be prescribed. This section
covers classic theories from Taylor, Gilbreth and Weber, along with more current
theories from Deming, Juran and Ouichi. Understand what a management theory
is and the various theories that have been commonly adopted in the business

community. Know how management theories and concepts contribute to
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organization operations and the specific elements of the various theories that
have been referenced over the years.

3. Organizational Mission, Goals and Objectives. Goals and objectives help to
formulate decision making, establish consistency and facilitate teamwork. Review
how organizational, departmental and individual goals and objectives are
interrelated. Identify the goals and objective of a RIM program. Be able to identify
what responsibilities the RIM manager has when designing programs to fit into
the culture, mission and goals of the organization. Identify how a RIM program
can benefit by aligning with the corporate goals and participating in cross-

department collaboration.

4. Organizational Structure. Know the differences, strengths and weaknesses of
the types of organizational structure such as line, line and staff, committee,
network, matrix, team and informal. Be able to identify situations where each

organizational structure can be applied in a RIM program.

5. Decision-Making. Study the steps in the decision-making process and evaluate
the models available. Understand terms such as problem analysis brainstorming,
decision matrices, payoff tables, decision tree analysis and group decision
support systems. Know the various decision making techniques, the advantages

and disadvantages of each and when these techniques should be applied.

B. HUMAN RESOURCES/STAFFING

1. Staffing. Determining the need for human resources is a major activity in the
planning function. Know how to plan and organize an effective, efficient
workforce in a RIM program. Understand staffing options such as internal

employees, full-time, part-time, temporary personnel, outsourcing and
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consultants. Evaluate the purpose, advantages and disadvantages of each
option. Understand the human resource function and be able to describe the

procedures and criteria used to select personnel.

2. Training and Development. An organization must accurately identify its training
needs and how training is to be delivered. Know the advantages and
disadvantages of the different methods and techniques of training and education
of employees such as online, hands-on, distance learning, in-house seminars,
outside sources and team trainers. Know the psychological factors that should be
considered when developing a training program.

3. Performance Evaluation. Examine various methods of evaluating employees
and rewarding performance such as critical-incident techniques, rating scales,
and narrative. Learn how often an employee should be evaluated and who
should do the appraising.

4. Job Descriptions. Know what information should be included in a job
description for RIM positions plus how the RIM manager must provide for
increasing both job depth and job scope for employees. Examine methods for
determining the appropriate compensation (salary and other incentives) for
varying levels of employees and how that compensation schedule should fit into

the framework of compensation administration within the organization.

5. Employee Relations. Understand the varying styles of workplace
communication and how they affect relationship between employee and
management. Identify factors that aid in creating an environment of worker
enthusiasm, morale and desire to work. ldentify the ways in which employees

can be motivated including benefits, pay and other incentives. Examine the
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motivational theories of Herzberg and Maslow. Also examine Theories X, Y and

Z management styles as they apply to worker motivation.

6. Workplace Diversity. While diversity in the workplace brings about many
benefits to an organization, it can also lead to challenges. It is the responsibility
of managers within organizations to use diversity as a resource in order to
influence and enhance organizational effectiveness. Understand what a
workplace diversity program is and how a company can benefit from it. Be able to
identify challenges that could be inherited and what a manager could do to
address them. Understand the difference between a monolithic, a plural and a

multicultural organization.

C. METHODOLOGIES

1. Project Management. Understand the major tenets of managing projects
successfully. Be aware of the tools and techniques needed to guide the planning,
scheduling, budgeting, organizing and controlling of a project. Understand the
role of the project manager and project team members. Know what a Work
Breakdown Structure (WBS) is and how it should be managed and monitored. Be
familiar with project management terms such as scope, baseline and
dependency, critical and noncritical path. Understand the use of project

management tools such as the Gantt and PERT charts.

2. Business Process Management. Understand how Business Process
Management (BPM) is used to bring technology, people and processes together
to improve operational efficiency. Know the terminology used in the BPM model.
Understand how BPM can drive enterprise content management. Be able to
describe the six activities that define BPM: vision, design, modeling, execution,

monitoring and optimization.
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3. Change Management. Understand how empowering employees to accept and
embrace changes in their current business environment can assist with the
implementation of a RIM program. Understand the steps needed to develop a
structured approach to shifting/transitioning individuals, teams and organizations

from a current state to a desired future state.

D. FINANCIAL CONSIDERATIONS

1. Estimating Resources. Understand how to estimate the resources you will need
to support a RIM program. Resources may include personnel, equipment,

materials, money, facilities and supplies.

2. Program Budgeting. Program budgeting is the process of identifying, estimating
and justifying costs in running the RIM function. Know the purposes, advantages
and limitations of budgeting. Identify the principles of budget preparation. Know
the different types of budgets such as zero-based budgeting. Be able to prepare
a budget for a RIM program. Identify the various ways of analyzing and
controlling costs such as personnel, supplies and materials, equipment, work
process and ongoing versus setup. Be able to walk through the steps of the

budgeting process.

3. Cost Analysis. Using cost analysis is an economic decision-making approach
in the assessment of whether a proposed project, program or policy is worth
doing. Economic evaluation, cost allocation, efficiency assessment, cost-benefit
analysis, or cost-effectiveness analysis represent a continuum of types of cost
analysis that can have a place in program evaluation. Understand the benefits of
performing a cost analysis, elements of a cost analysis study and terms such as

opportunity costs and intangible items.
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4. Cost Justification. Determine and be able to describe ways of justifying
programs, equipment and personnel. Two approaches are cost-avoidance
justification and expense-reduction justification. Examine concepts such as risk
analysis, current value and incremental costs as they apply to program
justification. Know the components and how to prepare a cost/benefit analysis. In
many cases these comparisons will result in a written report or proposal that will

be presented to management for approval.

5. Forecasting and Benchmarking. Know the definitions of forecasting and
benchmarking and understand the difference between them. Evaluate the
techniques of each and be able to give examples of how each could be used in a
RIM program.

6. Financial Audits. Financial audits provide reasonable assurance that the
financial statements present the true financial position, results of operations and
cash flows in an organization in conformity with generally accepted accounting
principles. Understand what the role of the RIM manager should be during a
financial audit and how RIM principals can assist with the process. Know terms
such as cash and accrual basis, cash flow management, chart of accounts,
debits and credits, double-entry system, fair value accounting and general
ledger. Be familiar with International Standards of Auditing (ISA) issued by the
International Auditing and Assurance Standards Board (IAASB).

7. Writing Requests for Proposals/Quotations/Information. Developing a RIM
program may involve purchasing services or systems. An important part of this
process is writing a Request for Proposal. Know the necessary components of a
Request for Proposal (RFP), Request for Quotation (RFQ), or a Request for

Information (RFI) and how to write each of the requests. Understand terms such
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as Tier 1 vendor and Tier 2 vendor and the difference between them. Know

related terms such as outsourcing, solution provider and service level agreement.

E. PLANNING

1. Scope. Analyze the size and breadth of the RIM program in an organization.
Determine management 6 s onwhst@madionsshduidbei t y and

taken to achieve the RIM objectives.

2. Formulating a Strategy. Know how to develop a plan to conduct a records
survey to determinetheiwhat , whendby wWwleom®m? 0 Be able to
an analysis of a business process, its problems, system needs, requirements
and evaluation of alternative solutions to the problem. Practice by taking a RIM
project through the following steps: identify the problem, study the alternatives,
select an alternative, implement the selected alternative, review the impact,

follow up and maintain.

3. Setting Goals and Determining Objectives. Goals and objectives help to
formulate decision making, establish consistency and facilitate teamwork.
Review how organizational, departmental and individual goals and objectives
are interrelated. Identify the goals and objective of a RIM program. Be able to
identify what responsibilities the RIM manager has when designing programs to
fit into the culture, mission and goals of the organization. Identify how a RIM
program fits into the overall goals and objectives of an organization if the

organization is growing, stabilizing, retrenching, or downsizing.

4. Role of RIM Manager and Staff. The RIM manager is someone who is
responsible for records management in an organization. The scope of

responsibilities may vary based on many factors such as the industry, structure,
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size and location of an organization. Know the responsibilities of the RIM
manager and the staff of a RIM program. Understand how the degree of
responsibility varies as the RIM program evolves. Understand how the RIM staff
should interact with other areas of the organization and how to identify and

service customers of the RIM program.

5. Management Support and Program Marketing. Understand how to align the
RIM program with organizational goals and objectives. Understand how to
identify stakeholder needs and how to develop presentations to address those
needs. Identify what information is important to top management. Study
techniques for effectively providing the information as part of selling the program

to top management.

6. Mergers, Acquisitions, Divestitures and Joint Ventures. Be able to
distinguish the difference between a merger, acquisition, divestiture and joint
venture. Assess the effects that major changes in an organization may have on
the RIM program. Understand how to assess the unique RIM responsibilities
that may arise from major management reorganization. Be familiar with terms

such as demerger, spin-off, spin-out, hostile takeover and reverse merger.

7. Collaboration. Implementing comprehensive recordkeeping principles requires a
cooperative effort among RIM, IT, legal and compliance. Understand the
significance of each group and their role in the RIM program. Explain which
elements of the program are important to internal groups outside of RIM and
how RIM can work collaboratively to help them meet their goals and objectives.
Examine the role of professional organizations such as ARMA, AlIM, BFMA,
SAA, IT associations and the ICRM in promoting RIM. Identify what benefits can

be gained from belonging to a professional organization.
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8. Determining Functions. Know the responsibilities of the RIM manager in
organizing the program and the department plus the organizational skills needed
to coordinate vertically and horizontally within the organization. Know and

understand related definitions such as scalar principle and unity of command.

9. Assigning Responsibilities and Authorities. Considering the overall
organizational structure, know the missions, goals and objectives of the RIM
program. Understand the proper placement for responsibilities and authorities
within the program that will support and enable the organizational goals and

objectives.

F. ADDITIONAL RIM PROGRAM COMPONENTS

1. Communications and Awareness. Know how to emphasize areas of the RIM
program that add value to the organization. Understand the importance of
promoting the RIM program to both senior management and users. Know how to
communicate the value proposition of RIM program components such as cost
savings, space savings, operational efficiencies, increased accessibility of

records, compliance and risk mitigation.

2. Incorporating Standards and Guidelines. Know what standards and
guidelines are and how they assist program implementation, quality and work
measurement. Be knowledgeable on publications such as GARP and the various
RIM related 1SO standards and understand how they can be used to assist in
developing RIM standards.

3. RIM Manuals. Know the purpose, importance and benefits of developing RIM

manuals. Be aware of the various RIM manual components and the appropriate
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use. Understand how to control and document revisions and amendments and

the necessary steps to maintain each.

4. Policies and Procedures. Know the purpose of a policy and what should be
included in the RIM policy. Understand the purpose of a procedure and how it
differs from a policy. Be able to explain how policies and procedures drive

compliance in the RM program.

5. Training and Orientation. Understand the value of training the entire
organization on RIM policy and procedures. Be able to identify additional training
that may be needed to use software, use and apply the retention schedule, send
records offsite, etc. Know the importance and value of an orientation program for
new employees. Identify the different levels of training and RIM concepts to be

provided to the whole organization versus RIM related employees.

G. DIRECTING AND MONITORING A RIM PROGRAM

1. Metrics. Know how to use objectives in controlling work assignments. Know the
RI'M manager6s responsibility in setting pr
methods used for assessing performance of tasks. Know how to establish

performance standards.

2. Reports. Know the importance of timely reports and follow-up information. Be
familiar with the methodology of reporting, how to write effective reports and who
to distribute the reports to. Understand how reports provide good program

visibility and give feedback to RIM employees and upper management.

3. Auditing and Evaluation. RIM professionals sometimes create guidelines for

evaluating the efficiency of the RIM program. Understand the importance of the
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audit process. Know how to use inspections, evaluations and audits to
identify the RIM programoés knbwthechreency and
ratios of accuracy, activity and retrieval efficiency; how each are calculated and

what measures are considered acceptable. Understand techniques such as

investment, payback period and break-even analysis and know when each is

best used and its advantages and disadvantages. Be able to calculate each of

these techniques.

H. ETHICAL RESPONSIBILITIES

1. Concept of Professionalism. Understand the definition of professionalism.
Understand the role of a RIM professional in society and the legal and ethical

responsibilities that are associated with being a professional.

2. ICRM Code of Ethics. Read the ICRM Code of Ethics. Know what should be
included in a code of ethics. Understand how a CRM serves as a role model

regarding ethics.

3. Social Responsibilities. Organizations have an obligation to take action that
protects and improves the welfare of society as a whole along with protecting the
interest of the organizati on. Be able to

responsibilities influence RIM programs and procedures.

|. GLOBAL CONCERNS OF A RIM PROGRAM

1. Standards and Models. RIM programs play an important role in our global
economy. Assess why standards and models are necessary in the RIM
environment. Be familiar with national and international standards organizations,
such as AlIM, ANSI, ARMA, BSI, ISO and NISO. Understand the purpose of
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uniform standards of quality and the record-keeping requirements of ISO
compliance practices. Understand how and why records are to be maintained to

demonstrate conformance to quality assurance standards.

2. Multi-National Issues. Many organizations compete at an international level. As
organizations expand to many areas of the globe, know what effect this
expansion will have on the RIM program. Know what resources are available to

the RIM professional to respond to multinational issues.

3. Security and Privacy. International organizations have additional security issues
to address. Be able to identify management
international security requirements, methodologies and threats. Understand the
issues related to privacy and what international organizations need to do to be

compliant with requirements.
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PART Il
RECORDS AND INFORMATION: CREATION AND USE

Part Il pertains to the creation, production, distribution and use of records and
information on paper, electronic and all other media. It covers the documentation of
business transactions and activities and correspondence management. It includes
methods for distributing information within organizations through the development of
programs, policies and procedures and the creation and use of business forms and
reports. Mail management (the processes involved in moving information into, within, or
out of an organization) and reprographics management (the control of copying,

duplicating and printing) are also covered.

A. CREATING RECORDS AND INFORMATION

1. Definition and Objectives. Document creation is the process of producing or
reproducing records and information, either on paper or electronically. Know the
value of monitoring document creation, why the RIM manager should evaluate
new document types and understand how to facilitate effective and efficient
information systems. Be able to define record, non-record and understand data,

structured and unstructured, information and all other related terms.

2. Characteristics of a Record. Characteristics such as authenticity, reliability,
integrity and usability should all be considered as part of the creation and use
phases of acycleeTheRIManager shbudd understand the value of
recordkeeping systems, both paper and electronic and ensure that they
adequately document the activities and transactions of an organization and serve
as evidence of business activities. In addition, record content and associated
metadata should remain intact in a format that can be migrated and exported as

required to support business, legal and regulatory requirements.
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3. Media Considerations. The RIM manager should be able to assess the various
types of media and their advantages and disadvantages for their entire life cycle.
Information is stored on many types of media (paper, microforms, magnetic,
electronic and optical). The RIM manager should be knowledgeable about

problems of migration and conversion associated with each media.

4. Methods of Creation/Capture/Receipt. Information is recorded and transmitted,
both manually and through automation. The RIM manager should be able to
assess each method, along with their advantages and disadvantages as they

relate to various business processes.

5. Structured and Unstructured. The RIM manager should be able to distinguish
between the requirements to manage structured and unstructured data. As
business processes are mostly automated, these forms of data and other data

attributes are critical concepts to understand.

6. Cost Considerations. This area covers the cost considerations associated with
the different records and information types. That includes knowing how to
evaluate the cost of production and reproduction in differing media. Also consider
associated costs such as space, equipment, supplies, labor and soft costs

(opportunity, the value of information itself and the value of response time).

B. INFORMATION CAPTURE AND USE

1. Metadata. The RIM manager needs to understand the metadata required to

define, classify and manage information as a record.

2. Taxonomies. Know how records are classified and how taxonomies work to

ensure records are retrievable during their entire life cycle.
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3. Document Control. In order to control documents throughout their life cycle, the
RIM manager should understand version control and tracking. Analyzing the
work-flow of business processes allows the RIM manager to identify the records
related to them. Know and understand the various manual and systematic
approaches to mapping work processes, tracking documents and applying

version control.

C. LEGAL COMPLIANCE

1. Legislative and Regulatory. Various legislative and regulatory rules and judicial
decisions impact the creation and use of information within an organization. The
RIM manager should know how to create a program that will comply with these

requirements.

2. Litigation.]l n todayods | itigious busi theRIM environ
manager understand the role they have in supporting litigation. Collaboration with
legal is essential. Directives and tasks may include issuing hold notices, applying
and removing the preservation notices to physical and electronic content and

assisting others in compliance with such hold notices.

3. Discovery and Investigative Research. The discovery phase of litigation or
investigative research requires that the RIM manager be knowledgeable of the
challenges and potential methods to locate and produce the records and
information required for a legal case. Not every investigation leads to a discovery
phase, however, the RIM manager should be able to quickly respond when

required to support it.

4. Personally ldentifiable Information. Personally Identifiable Information (PIlI)

refers to the unique information that can be used either alone or with other

Institute of Certified Records Managerd9)1/2012 Section2, Page23



Preparing for the CRM Examination
Section ZX; Taking the Examination

sources to identify, contact, or locate an individual. For legal purposes, the RIM
manager should be familiar with varying definitions depending on jurisdiction and
the purposes for which the term is being used. PII requires that the RIM manager
actively monitor the attributes of records and information that would qualify as

meeting the definition and also be able to securely manage it as such.

5. Intellectual Property. Understand the laws concerning intangible property. Be
able to define and characterize intellectual property laws such as patents,
trademarks, trade names and trade secrets. Know and understand the RIM

manager o0s responsibility with respect

D. RISK ASSESSMENT

1. Definitions. There are many types of risks such as business, legal and
accountability that are associated with the creation and use of information. The

RIM manager should understand and be able to explain these.

2. Objectives. The RIM manager should understand and know how to assess the
RIM risks in an organization, provide adequate security and other controls in the

creation and use of records and often track chain of custody to mitigate risk.

E. INFORMATION SECURITY

1. Definitions and Objectives. The RIM manager should understand the need to
define information security and protect information and resources so that a
business or organization can continue doing business. By applying the
appropriate security measures, the RIM manager can assist in protecting privacy
and guarding against identity theft, loss, or other risks.
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2. Roles of the RIM Manager. While the RIM manager should be familiar with how
the technology of encryption and authentication works, it is even more critical
that they know when and how the technology should be applied. The RIM
manager should be able to clearly communicate how information is organized
and classified both with regard to its record requirements and its security

requirements.

3. Security Classifications. There are many security classifications that can be
applied to records and information. Understand when a record is proprietary,
confidential or secret. There are increased security concerns that the RIM
manager should be able to identify. The RIM manager should also support
compliance with laws and regulations around the requirements to protect

Personally Identifiable Information (PII).

4. Access Control. The RIM manager needs to understand the purpose of an
organi zationds records and the business th
adequately govern access to specific information. Access to records can be
governed through information security policies and are applied through physical
limitations and electronic restrictions. Know the advantages and disadvantages
of the multiple ways to physically and electronically secure records. Electronic
communications expose organizations to threats to their information, either by
having it stolen (hackers), hijacked, having unwanted programs (worms, viruses,
etc.) imported into the organi epdatcese.nds com
Instant messaging, e-mail and other forms of electronic communication pose
problems for the capture and management of information. The RIM manager
should understand the security measures and controls necessary to protect the

organi zatmatomds i nf or

F. ELECTRONIC COMMUNICATIONS
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1. Types of Electronic Communications. The RIM manager should understand
the use of a variety of electronic communication tools, including email, instant
messaging, voice mail and both audio and video devices. These all potentially

create records that may need to be captured and managed.

2. Strategy Development. To develop an effective electronic communications
strategy, the RIM manager should collaborate with multiple stakeholders (i.e.
business units, Legal and IT) to ensure that policies and procedures are
documented, employees are trained and the policies are enforced throughout an
organization. Know how to define and implement tasks associated with each
role of an electronic communications strategy covering the creation and

management of electronic records.

3. Policies and Acceptable Use Practices. Electronic communications, including,
but not limited to email, have unique requirements guiding their use. The RIM
manager should understand these and be aware of their role in promoting and
monitoring their use. Understand what components go into policies, etiquette and

guidelines to promote the responsible use of electronic communications.

4. Intranet and Internet. Much of an organizationds acti vi
website. This creates records which the RIM manager should manage, store and
be able to retrieve when needed. The RIM manager should know how to deal
with the variety of materials created by intranets and internets, including
identifying record material, methods of capture, storage options, security and

version controls.

5. Collaboration Tools. Collaboration tools, also referred to as collaboration
software, are often used for a team of people to work on a project collectively

through the use of software such as instant messaging, conference calls or video
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conferencing. Know the RIM requirements for using a collaborative tool and how

to apply them.

6. Unified Communications. Any combination of electronic communications (fax,
e-mail, voice mail, instant messaging, etc.) is a unified message. The RIM
manager should understand the special problems they pose and provide

guidance on how to manage them.

G. RIM-RELATED BUSINESS ACTIVITIES

1. Correspondence Management. Correspondence management is the control of
communications, either on hard copy or electronically, within an organization. It
includes the establishment of uniform systems for formatting, preparing and
processing information to make sure its transmission is clear, concise, courteous
and relevant. This will promote employee productivity, reduce costs and enhance

information retrieval.

2. Documentation of Policies and Procedures. Policies and procedures define
the actions to be followed by members of an organization in conducting their
activities. They are provided in many forms including manuals, directives,
handbooks, guidelines, notices, etc. The RIM manager should understand their
value, the various methods of production and distribution and what they are
meant to accomplish. The RIM manager should understand the processes used
to prepare policies and procedures, the various methods of tracking and the
distribution methods. Know the methods, advantages and disadvantages of
each.

3. Forms Management. Business forms serve as the chief means of
communicating information in a methodical, standardized and repetitive way. The

RIM manager should understand how forms are created, used and managed,
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including the specialized terminology of forms management. The major elements
of a well-organized forms management program includes planning and training,
coordination and liaison, procedural analysis, design standardization, registration
and identification, procurement and reproduction, distribution and storage, follow
up and program reporting. Know the elements of creating and distributing
effective forms including information and design analysis, activity flowcharts,
procedures analysis, combination of overlapping forms, layout and design, titling,
identification and instructions. The RIM manager should know how to inventory
and catalog forms, classify and apply control numbers to forms. Also know the
most practical ways of producing forms, how to choose between electronic or

paper forms and printing options.

4. Mail Management and Facilities. The RIM manager should be familiar with the
processes involved in moving paper and electronic information into, within and
out of an organization, including methods of ensuring prompt receipt and
transmission of materials at minimum cost. The mail management program
should have areas of control to make certain information flows within an
organization. A mail management facility should be designed for efficient
operation and utilize appropriate equipment and computer software. The RIM
manager should be able to identify the activities involved in the management of
incoming and outgoing mail, distribution schedules, cost determination and
security controls. There are special considerations for international mail, internal

and external messenger services and facsimile.

5. Reprographics. Reprographics management includes copiers, duplicators,
microforms and other mass replication systems, procedures and equipment. The
programbs objectives are to conandol copyin
provide necessary copies effectively, economically and in a timely manner. The
RIM manager should know how to compare various copiers and various means

of copying, advantages and disadvantages of leasing and purchasing copiers
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and centralized versus distributed facilities. The RIM manager may be required to
managetheor gani zat i on 6 s ang shoutdtkriow the agdvantages a m
and disadvantages of in-house versus external printing services, on-demand

printing, outsourcing and advance systems.
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Part Il
RECORDS SYSTEMS, STORAGE and RETRIEVAL

Records and information maintenance and control concepts and requirements have
evolved over the years. These concepts and requirements are needed to effectively
manage active and inactive records in all forms and media. Part Ill includes basic
concepts such as assessing needs, controlling volume of information, and media
selection. Also covered are records indexing and classification, file system design and
implementation, file operations, file conversion methods and maintenance procedures.
All associated terms and topics relating to internal and commercial records centers such

as their selection, usage and requirements are covered.

A. BASIC CONCEPTS

1. Assessing Information Needs. An effective RIM system allows easy access to
information when it is needed, regardless, of media type. Based on the type of
information, know how to assess it by understanding the methods, processes
and procedures that are necessary to implement, maintain and enforce RIM

systems.

2. Controlling Volume of Information. Eliminating unnecessary content, files and
information is necessary for organizations. Understand how information moves
from an active to an inactive state and can be archived or moved off-line. Be
familiar with the terms on-line, near-line, off-line, off-site, centralized and
decentralized. Understand how to use the record retention schedule to control
the volume and growth of information, the various systematic records disposition

processes and procedures and the value of consistently in these procedures.

3. Classifying Information. Classification is the process of grouping records with
similar characteristics such as the same retention periods together. Consider the
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different classes of records, their subdivisions and how they should be filed and
retrieved. Know and understand the different methods to classify information
such as departmental, functional, primary/secondary, subject and uniform

classification.

4. Basic File Groups. File groups are logical collections of information identified by
common names. Know the different types of file groups such as case files,
convenience copies, cartographic materials, correspondence and reference

materials.

5. Media Selection. Understand the necessary criteria used when selecting various
media types and the requirements that may vary during different phases of the
informationds | ife cycle. Under stand
different electronic and physical mediums such as electromagnetic disk,

microfilm, optical disk, paper and tape.

B. FILING SYSTEMS

1. Classification Systems. Classification systems are distributed classes of
information grouped according to common relations or affinities. Be familiar with
the different types of classification systems such as encyclopedic, geographic
and hierarchical filling systems. Understand the different methods and file
arrangements used to classify information such as alphabetic, alpha-numeric,
chronological, numeric, phonetic, subject and topical. Know when and why these
strategies should be used and the advantages and disadvantages of each of
them. Be able to further break down each of these file arrangements, such as the
various numeric filing methods of straight numeric, middle-digit and terminal digit
philosophies. Identify the controls needed for active and inactive file operations in

classification systems.
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2. Physical. Physical file systems are commonly used to organize film, paper and
other objects. Know the different types of discs, film and paper and their
individual compounds and characteristics such as silver halide, diazo and pulp.
Understand the advantages and disadvantages of using physical filing systems
and know the various types of microfilm readers. Be able to explain the
application of CAR and COM systems in the active and inactive records

environment.

3. Electronic Document Management Systems. Understand how to set up directory
and folder structures in an electronic document management system to meet
business requirements and how to manage them during all phases of the
information life cycle. Be familiar with the different methods of managing
structured and unstructured data, with its associated metadata. Know the
principles of managing different data types and their media characteristics. Be
able to explain the advantages and disadvantages of storing business records in
an electronic format and the unique challenges this presents. Know the
differences between on-line, near-line and off-line systems and the appropriate
uses of each. Explain the use and application of COLD in active records.

4. Special Storage Requirements. Understand the special storage requirements of
the various media types, such as paper, film, magnetic and optical. Be familiar
with each of the medium& attributes and environmental requirements such as
acid free, humidity and temperature. Know the special storage requirements of
nonstandard items, including engineering drawings, maps, continuous paper
records and specialty forms. Be familiar with different storage equipment such as

carousel stands, map boxes, tubes, etc.

C. FILE SYSTEM DESIGN
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1. Design and Planning. File systems are used to manage, organize, retrieve, track,

store and update information in an efficient manner. Understand the factors used
to design and plan file systems such as the file volume, complexity, retrieval
needs, circulation control, organization size and file growth expectations. Realize
the different needs of active records that are referred to frequently and inactive
records that are typically kept for fiscal, historical, regulatory, or litigation
purposes. Be familiar with filing manuals and their various components such as
filing rules, records retention schedules, classification outlines, indexes and

conversion tables.

Location and Control. The location and control of file systems varies depending
on the characteristics of the information. Know if the information is active or
inactive and should be decentralized or centralized. Be able to explain the
advantages and disadvantages of each of these methodologies. Understand the
different requirements for storing and maintaining confidential, secret, internal
and public information. Be familiar with data privacy requirements and what
constitutes as Personally Identifiable Information (PIl). Understand any access
limitations and controls needed to protect information.

D. RECORDS INDEXING AND RETRIEVAL

1.

Indexing. Indexes are lists of names, identifiers, subject terms, or other
descriptors with pointers to associated information. Know the difference between
a direct access and indirect access system and the advantages and
disadvantages of each. Be familiar with the different types of indexes such as
alphabetical, analytical, chain, coordinated, detailed, hierarchical, full-text,
minimal, numerical, objective and synthetic. Understand when the different types
of indexes should be used. Know different search types such as contextual and
truncated and the need for cross-referencing. Be aware of the use of metadata

and some of the different types such as administrative, descriptive and structural.
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2. Retrieval. Information retrieval is the technique of storing and recovering data.
The primary objective of information retrieval is to locate data when it is required
based on user requirements and search criteria. Understand the differences
between manual and electronic retrieval systems. Study the different types of
searching methods such as Boolean Logic, captions, keyword, proximity, string,
structured and wild card searches. Be able to calculate retrieval or turnaround
ratios, reference ratios and accuracy ratios. Understand the importance of
uniformity in a file plan and why it is important for file arrangement, classification,

coding and files maintenance processes.

E. FILE CONVERSIONS

1. Planning and Evaluation. Describe the process of planning and implementing a
media conversion project. Know how to develop the project scope and standards
for productivity and quality. Review the process of implementing a file conversion
such as changing or reconfiguring equipment, migrating from one automated
filing system to another and migrating from a manual filing system to an
automated filing system. Understand and know how to evaluate the requirements
and considerations of file conversions such as the number of files, document
sizes, space, retention periods, labor and user requirements. Know the

advantages and disadvantages of converting files.

2. Feasibility and Cost Studies. Understand how to determine feasibility and
associated costs of file conversions and the capabilities, limitations and cost of
different file conversion solutions. Consider the various costs such as equipment,
labor, maintenance, storage and supplies. Determine cost justification strategies

and calculate the return on investment.
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3. System Design. Be familiar with application independent file formats such as
Portable Document Format (PDF), Rich Text Format (RTF) and Tagged Image
File Format (TIFF). Know how to develop written instructions, validate data
integrity and check quality control. Consider the user needs and requirements of

the converted information.

4. Records Conversion Methods. Be familiar with the different conversion methods
such as complete, partial, scan-on-demand and day-forward. Know possible
media types to convert records to such as CDs, DVDs, magnetic and microfilm.
Understand the advantages and disadvantages of back file conversions and

when to use internal staff or to outsource.

5. Post-Conversion Considerations. Be familiar with quality checks and procedures
to ensure data integrity. Be familiar with regulatory, litigation requirements and
corporate policies that pertain to pre-conversion and post-conversion processes

and materials.

F. RECORDS STORAGE FACILITES

1. Design Considerations. When designing an area or location to store records in a
new or existing building, several sets of criteria need to be considered.
Understand the records center engineering specifications such as floor load
capacity, stack height, lighting, air conditioning, heating, ventilating, power,
plumbing and fire and smoke detection system requirements. Be aware of the
safety and regulatory requirements that pertain to records center facilities. Know
the optimal humidity and temperature control requirements for various media
types stored at the records center. Be familiar with the various fire suppression,
safety and security system requirements. Review records centers layouts for
various functions such as administration, staging, viewing and disposing of

records.
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2. File Equipment. Storage equipment such as file cabinets and shelf filing units are
available in a variety of types and sizes. Be familiar with the most common types
of file cabinets such as vertical, lateral, flat file, computer print-out, electronic
media and microfilm. Know the various shelf cabinet types such as open, mobile
and rotating shelves. Understand the advantages and disadvantages of each of
these different cabinet and shelf types. Be familiar with the different types of
special equipment to secure and protect records such as safes and vaults.
Review the various types of shredders and balers that are available and identify
their different destruction methods such as cross-cut, vertical strips, maceration,
confetti and pulverization. Understand the different types of filing equipment such
as vertical files, drawer dividers, wire racks, hanging frames, tub files, carousel

files, rotary files, file folders, suspended folders, file tabs and color coding.

3. Records Center Shelving. Be familiar with the different types and sizes of shelves
at records storage facilities. Understand how shelves within a records center are
assembled, constructed and maintained. Know what types of shelves should be
used for various media types and understand their security and privacy
constraints. Know how to estimate records centers shelf space and stack area

requirements.

4. Relocating a Records Facility. Understand the details needed to be agreed upon
with the moving company, such as when, where and how quickly the records will
be moved to the new facility. Be aware of the contractual language that should
be included in the agreement with all of the applicable suppliers for the records
move. Know the precautions that should be taken to ensure that records are not

lost or destroyed during the move.

G. RECORDS CENTERS OPERATIONS
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1. Functions and Objectives. Records centers are specially designed warehouse
facilities that provide secure high density storage for inactive records that are
infrequently needed, but must be retained for administrative, legal, tax, or
regulatory requirements. Understand when it is necessary to use a records

center and their advantages and disadvantages.

2. Supplies. Be familiar with the variety of supplies available and understand their
application in increasing the efficiency of an active file operation. File supplies
include sorters, folders, file guides, charge-out cards, binders, signals, file
fasteners, labels and tabs. The types of supplies used are dependent on the
specific needs of a file operation. Be familiar with Radio Frequency Identification

(RFID) technology and its application within records management.

3. Storage Containers. Records centers have a variety of standard and specialty
containers. Review the specifications for standard records center containers.
Know the different types of storage containers such as the cubic foot containers
and transfer cases. Be familiar with specialty containers that are required to store
records such as architectural plans, archival records, engineering drawings,
maps, microfilm, x-rays and magnetic tape. Be able to identify the different
construction requirements for storage containers such as two plied, reinforced

and wood pulp.

4. Materials Handling Equipment. Review the various types of handling equipment
that are used in records centers, such as platform ladders, hydraulic lifts, pallet
jacks, sort racks, wheeled carts, catwalks, fire extinguishers and dollies. Be
familiar with how the handling equipment is used at a records center and be able

to identify their standard specifications and requirements.

5. Managing the Records Center. Be familiar with the roles and responsibilities of

key personnel such as the computer programmers, facility engineers, file clerks,
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managers, drivers and move staff. Know the various records centers
requirements such as facility design, security controls, regulations, record
retention schedule compliance, regulatory requirements and user/customer
needs. Understand records centers charge back methods, operating procedures

and quality control techniques.

6. Operating the Records Center. Records centers have similar fundamental
operational procedures and workflow. Know the different records centers
monitoring rates such as accession, growth and disposal. Be familiar with the
process of staging, processing, locating, searching, charging-out, refiling,
interfiling, reviewing, re-boxing, disposing and possibly scanning of records at a

records center.

7. Disaster Recovery. As with any building or facility, records centers should be
prepared for emergencies and have a disaster recovery plan. The plan should
first indicate how to protect the lives of the people within or near the facility and
then the records within the building. Understand the different methods of
protecting physical and electronic records such as duplication, safes and e-

vaulting. Know the unique requirements for protecting vital records.

H. COMMERCIAL RECORDS CENTERS

1. Outsourcing Considerations. Commercial records centers can be secure
economical alternatives to using in-house record centers, especially when
considering the costs associated with constructing warehouses, refurbishing
facilities, purchasing equipment and hiring records center employees. Be familiar
with different techniques used to compare these costs and complete a detailed
cost analysis. Know the additional services that can be provided by commercial

records centers such as 24 hour support and leveraging the latest equipment
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2.

3.

4.

and technologies. Understand the methods and strategies used to obtain senior

management approval to use commercial records centers.

Vendor Evaluations. Many factors are used when selecting commercial records
centers such as the suppliersofinancial strength, size, scope, services offered,
costs, reputation and quality control. Be able to evaluate the services offered by

records centers and know how to present them to senior management.

Contract Considerations. Several vendors offer the services of commercial
records centers and organizations typically require them to participate in a formal
competitive bid process as a prerequisite of their selection. Be familiar with how
to create a Request for Information (RFI) or Request for Quote (RFQ) and
understand what information is needed from the vendors such as pricing for
delivery, filing, labor, indexing, sorting, re-filing, destruction and permanent

removal.

Vendor Performance Management. When monitoring a commercial records
center® performance, reference the contract and procedures document to
evaluate the agreed upon controls and services. These documents contain key
provisions and requirements that the records center should adhere to and be
measured against; such as response times, information disclosure and quality
indicators. Know how to audit these requirements and determine if the
commercial records centers are complying with them or if the competitive bid

process should be reinitiated.
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PART IV

RECORDS APPRAISAL, RETENTION, PROTECTION AND
DISPOSITION

Part IV covers records appraisal, retention, protection and disposition regardless of

record media or format. It focuses on the development of the records inventory,

appraisal of the records found, development of a retention schedule and protection of all

records through their final disposition. Additionally, it is necessary to understand the

development and implementation of a vital records program and a business continuity

plan as a component of the RIM program. Because final disposition may not be

destruction, an understanding of archives as well as preservation and recovery

techniques regarding records is essential.

A. RECORDS INVENTORY

1.

2.

Planning. Know and understand the concepts, processes and procedures
involved with a records inventory. Interpret the correlation between the records
inventory and the volume, scope, locatonandc omp |l exi ty of an
records. Be able to explain the relationship among the records inventory, the
records retention schedule and the vital records program. Understand the
activities necessary to begin the records inventory including the support and
authority necessary for carrying out the project and the commitment necessary

from all levels to successfully complete the project.

Organizing. Be able to identify the objectives and strategies involved with
conducting the inventory. Know the staffing involved. Understand the difference
between a physical inventory and the questionnaire method and when they are
used appropriately. Be able to establish the procedures necessary for conducting
the inventory. Be familiar with the types of data to be collected and understand

the usage of the data in the development of a records program. Understand the
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importance of using an inventory form as a consistent method to collect

information. Know what types of information the form should collect and why.

3. Conducting. Examine various manual and automated methods of collecting the
necessary data. Identify the staff and management involved. Understand the
necessary communication and how it will be delivered to all levels. Be able to
implement a training program for those involved with the project. This will include
training of the staff involved with the inventory and the procedures and work

schedule to be followed.

B. RECORDS APPRAISAL

1. Data Analysis. Be familiar with how to analyze and use collected data and how it
relates to and is used to develop records retention schedules, organization-wide

records policies, vital records programs and archives programs.

2. Appraisal Valuation. Understand how to appraise the various records values.
Know the meaning of and be able to apply such terms as operating and
administrative value, fiscal value, legal value, evidential value, informational

research value and archival value.

C. RETENTION SCHEDULE CREATION

1. Types. Understand the types of retention schedules such as a general or
functional schedule as opposed to a program specific or departmental retention
schedule and how they are used within an organization. Know the areas of the
organization that should be involved in the development of the schedule and the

purpose of a retention committee.
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2. Layout and Design. Understand the elements of the retention schedule and how
they will be displayed. Evaluate the various media and formats and identify those

most appropriate for administration and compliance.

3. Life Cycle Milestones. Know the different stages of the life cycle of the records
including active, inactive and final disposition and the appropriate controls that
need to be applied during each stage. Know what event-driven retention periods
and trigger dates might be. Be sure to understand media and system

considerations.

4. Approval Process. Identify the approvals required to validate the records
retention schedule within the organization. Compare the advantages and
disadvantages of the various types of approvals such as legal/corporate counsel,

auditors, archivists and committees.

D. RETENTION SCHEDULE IMPLEMENTATION

1. Publication and Distribution. Know and understand the physical and electronic
methods of publication and distribution of the retention schedule. Understand the

audience, the media and the format to be used for each.

2. Promotion and Training. . Know how to develop a strategy to promote schedule
implementation and use throughout an organization. Be able to develop a
communication and training program for the various user groups involved in

implementing the retention schedule.

3. Applying the Schedule. Be familiar with the effective methods of applying the

records retention schedule to the records of an organization. Know the key

Institute of Certified Records Manager9)1/2012 Section2, Page42



Preparing for the CRM Examination
Section ZX; Taking the Examination

4.

administrators and contacts for the incorporation and application of the schedule
in all applicable systems, programs and repositories.

Disposition. Understand disposition options including transfer, accession and
destruction. Understand the various methods of destruction, the importance of
secure destruction and recycling options. Be able to identify records that may not
be destroyed, those that transfer to archival storage and those with other special
considerations or handling requirements. Be able to identify the controls used in
implementing final disposition such as box and file number validation, quality

controls, authorizations and certificates of destruction.

E. Retention Schedule Administration

1.

Review and Update. Understand how to develop a change control process
including approvals, version control and notification processes. Be able to
identify external and internal events, both scheduled and unscheduled, that may
necessitate revising the records retention schedule.

Holds. Know the importance of stakeholder guidance, directives and
collaboration to accomplish a well-documented and compliant holds program. Be
able to discuss the impact of administrative, legal, tax and audit holds. Know
what they are, how they are implemented, released, tracked and managed.
Understand the need for a measurement process to assess compliance and

program quality.

Evaluating Compliance. Understand the elements that need to be considered to
validate a compliant record retention schedule. Understand the use of
compliance measurements, audits and approvals to ensure that the record

retention schedule is uniformly applied throughout the organization.
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F. Vital Records Program

1. Identification of Vital Records. Know and understand the concepts of a vital
records program. lllustrate how to identify vital records and manage their
protection. Recognize the segments of an organization that benefit from a vital
records program. Learn how the identification of vital records can take part in the

initial records inventory.

2. Risk Analysis. Know how to estimate disaster potential and the consequences
of information loss. Be able to identify the types of risk assessment and how they
apply to the vital records program. Be able to evaluate the methods and the
degree of protection needed for the various categories of vital records. Be able to

perform a cost/benefit analysis to assess the best method of protection.

3. Protection Methods. Understand the various methods for protecting vital
records. Know and understand the definition of terms such as built-in and
improvised duplication or dispersal and on-site storage. Be able to identify vital
records storage equipment (including vaults, safes, etc.) as well as access

restrictions involved in their use.

4. Developing the Plan. Understand the elements of a vital records plan, the
stakeholders that need to be consulted and how to implement the plan
effectively. Be able to identify components of the published plan and the

available tools for program implementation and maintenance.

5. Testing and Updating. Examine various methods to test the program, the

purpose of audits as well as triggers and scheduling for updates.
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G. BUSINESS CONTINUITY

1. Planning. Know and understand the terms associated with business continuity
planning. Be able to classify the types of disasters. Know the levels of support
needed to enact the plan. Be familiar with the resources needed to facilitate the
plan both inside and outside the organization. Understand the risk analysis
involved in developing the plan. Understand how the responsibilities for
preparedness should be assigned throughout the organization and be familiar
with contingency procedures. Understand why the plan will require regular

maintenance and updating.

2. Implementation Procedures. Be able to document procedures to be followed in
case of a disaster. Be able to define the scope of authority of the person in
charge of recovery operations and to identify emergency personnel, equipment,
sources and supplies. Know how to plan for the training of personnel and the

testing of the plan. Understand how the plan is to be maintained and updated.

3. Preservation. Understand that the business continuity plan must ensure a
reasonable level of protection for records that are private, confidential, privileged,
secret, or essential to business continuity. Know the various forms of protection
including means of storage, alternate locations and security procedures.
Understand the need for a measurement process to assess compliance and

program quality.

4. Recovery. Understand the priorities involved with recovering various records.
Identify the immediate, short term and long term recovery procedures following a
disaster in which records of any media type were damaged or destroyed. Know
the procedures associated with the recovery of records damaged by water, fire,
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smoke, or chemicals. Be able to relate these procedures to a business continuity
plan. Be able to list the equipment and resources that must be available at

alternate locations to allow the organization to resume business operations.

H. ARCHIVES

1.

2.

Archival Appraisal. Know and understand the criteria used to appraise records
for archival value. Be able to define the terms that describe archival values such
as historical, research, intrinsic, evidential and informational values. Understand
how the physical condition of records fits into the appraisal process.
Arrangement, Description and Use. Know and understand the purpose of an
archive and be able to describe archival storage techniques, locating systems
and finding aids. Be familiar with the services that are provided to researchers at
an archive. Be able to describe provenance, original order, archival finding aids,
lists and indexes. Understand the restrictions involved with copyright laws.

Conservation and Preservation of Archival Materials. Preservation is
necessary for those records determined to have long term and/or historical value.
Methods used to preserve these records are media dependent and in the case of
electronic or digital records, may require movement to another form for long term
preservation and availability of information. Be familiar with the conditions that
can damage records and the processes used to reverse or halt the further
deterioration of records in any media. ldentify the environmental controls that are
necessary for the preservation of archival records recorded on all media. Be able
to describe specifications that are required in the building construction, safety,
temperature and humidity controls. Discuss the role of metadata in ensuring a

complete and accurate history of the preservation of records over time.
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4. Media Software/Hardware Considerations. Know and understand the issues
surrounding maintenance of the hardware and software necessary to interpret

the information that is stored on media other than paper.

5. Archival Administration. Understand the differences between a manuscript
collection and public and private archives. Be familiar with the reason for
establishing each type of archives. Know the relationship between records and
archive management. Understand how to develop policy and procedures

regarding such issues as control including access and security.
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PART V
TECHNOLOGY

Organizations use information technologies to create, retrieve, store and distribute
records and other information assets. The RIM manager also uses information
technologies to manage the life cycle of records including capture, organization,
conversion, preservation and implementation of disposition. The RIM manager should
understand the characteristics, capabilities and limitations of these technologies to
participate effectively in their selection and utilization and to incorporate RIM
functionality and methodologies into existing systems when possible. Part V includes
topics such as the systems planning and selection, architecture and infrastructure, life

cycle management, imaging technologies, programs and applications.

A. SYSTEM LIFE CYCLE

1. Basic Concepts. The RIM manager should know the principal components of
the systems development life cycle (SDLC) process, the activities related to the
phases and the role of the RIM manager. This should include knowledge of the:
1 Variety and uses of different systems development methodology such as

waterfall, spiral, parallel, rapid application development (RAD), agile and
prototyping.

Benefits of using project management for information systems development.
Purpose, importance and the benefits of compliance to internal, national,
international, industry specific and joint voluntary standards that impact
information management, technology and systems such as ISO, ANSI and
IEEE.

The effect of business globalization and the impact of related standards.
The common standard acronyms of computer technology such as XML,
SGML, SCSI, SQL and HTML.
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2. Planning Systems. The RIM manager knows that business processes can be

improved and problems examined and solved through analysis and systems

development and implementation.

The RIM manager should be able to make decisions such as:

1
il

= =A =2 =

Determining the scope of the project.

Determining who should be involved in planning system development and
implementation.

Who to form strategic partnerships with.

Establishing resource allocation, budget and funding.

Assessing the needs and requirements of users and stakeholders.
Determining where and how technology can enhance productivity or add RIM
functionality.

Weighing the benefits of outsourcing vs. in-house development.

Testing, piloting and evaluating the system.

Planning and managing migrations and conversions.

The RIM manager should know:

1

The purpose and components of a systems requirements analysis and how to
measure possible solutions.

The criteria used in evaluating system performance and how quantitative and
gualitative methods can be used.

How to perform workflow analysis and how it is used to understand, automate
and streamline processes and to introduce technology.

The concepts and purpose of benchmarking.

The terms data dictionaries, data elements and data structure.

The RIM manager should know how to evaluate and select vendors and products

and the evaluation methods commonly used such as scoring and weighting. This

includes the development of requirements and the evaluation of responses to

RFlIs, RFQs, RFPs and project proposals.
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3. Developing and Implementing Systems. Understand the requirements and

roles of the various people who develop and implement RIM systems. Know the

importance of establishing partnerships with stakeholders, IT and legal and how

to obtain support and funding.

Understand the role of the RIM manager in:

T

Identifying the requirements of stakeholders, customers and users and
developing the strategies to meet them.

Defining, gathering and complying with requirements pertaining to external
regulations and internal policies.

Defining and implementing record classification, retention, preservation and
disposition.

Using prototypes, pilot projects, phased implementation, parallel
implementation and the importance of piloting and testing a system.

Addressing factors that can affect data quality and system performance.

4. Operating and Administering Systems. Be able to discuss the role and

responsibilities of the:

1

System administrators regarding operation, maintenance, changes,
troubleshooting, controlling and monitoring security and access.

RIM managers in operations and maintenance activities such as storage
management, software updates and monitoring compliance, data integrity and
effectiveness.

System users in operational activities.

The RIM manager should understand:

1

Techniques and planning for back-ups and business continuity plans in case

of disasters or emergencies.
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1 The methods of training system users using computer-based methods such
as tutorials distance learning and web-based online courses, classroom
instruction, documentation and books and handouts.

1 The importance of maintaining system and user documentation updates and
version control.

1 How an evaluation of system performance and human input into the system
can improve data quality, system performance and compliance.

1 The purpose and methods of collecting feedback.

5. Upgrading, Refreshing, Retiring and Deactivating Systems. The RIM
manager should know how to manage projects to upgrade, refresh, retire,
deactivate or decommission a system. Understand the need for gathering
requirements, designing a plan, developing procedures, conducting training,
validating processes and data quality and documenting final decisions and

activities performed.

B. ARCHITECTURE AND INFRASTRUCTURE

1. System Architecture. The RIM manager should understand and may be
involved in the design, evaluation and planning of basic components of a
computer system and its architecture. The RIM manager should understand:
1 How systems vary in scale, number of users, access and geographic
coverage.
The use and management of data and information within the system.
How the data flows between system components.
The effects of hardware and software integration, connectivity and
interoperability.

1 How systems are designed, organized, optimized and when a system could
benefit from mirroring or clustering.

1 The use of turnkey, commercial off-the-shelf (COTS) and custom systems.
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The RIM manager should understand telecommunications and related data

transmission technologies including the:

il
1
il

Difference between analog and digital data.

Characteristics and uses of voice mail, fax and video and teleconferencing.
Purpose, types, components and structure of networks that allow data
sharing.

Use of communication protocols such as TCPIP and standards such as

Electronic Data Interchange (EDI).

LANs and WANSs are an integral part of systems architecture. The RIM manager

should be able to:

T

)l
T
)l
T

Differentiate between the related features and purposes.

Explain the differences between computer and network operating systems.
Explain how servers are operated, used and shared.

Distinguish between name-based and IP-based servers.

Describe various data storage methods including on-line, off-line and
archiving.

Understand options and use of a shared disk filing system in a storage area

network or Redundant Array of Independent Disks (RAID).

The RIM manager should know about the internet and intranets and:

il
T

Describe the differences, capabilities and limitations.

Understand related terms such as homepages, URLs, webmasters,
gateways, firewalls and other controls.

Explain how web pages are structured, accessed, maintained, updated,
version controlled, secured and linked within and between other websites.
Explain user interfaces and how a web page is used for providing information

or as a portal.
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2. Devices. The RIM manager should be able to:

T

Identify the variety and use of devices used with computer systems such as
servers and printers.

Distinguish between the purpose and function of devices used in a personal or
single-user system and those in an enterprise system.

Explain how personal devices function and how they communicate with
enterprise or shared systems.

Describe the features and uses of personal devices such as cell phones,
smart devices, tablets, PDAs (e.g., blackberries), laptops, desktop PCs,
portable storage devices and other peripherals.

Discuss how wireless devices, servers, mainframe computers, printers,
networks and applications can be shared through the use of networks,

modems and routers.

3. Security/Accessibility. Understand the objectives of computer security including

the protection of information from theft, loss, corruption, or natural disaster. Other

important considerations are adhering to privacy and other regulations. The RIM

manager should understand threats to a computer system and data and

understand:

1

The methods of defining, monitoring and maintaining different levels of
accessibility, types of controls.

The preventative security protection methods including access control,
encryption, data masking and hardware-based mechanisms.

How to balance meeting data security, privacy and confidentiality
requirements while maintaining service and usability.

Industry and global security requirements that may need extra controls, audit
trails and compliance reporting.

Techniques for making computers and data accessible to people with
physical conditions that may limit their use of computers.
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4. Data Management. In order to manage electronic information, the RIM manager

participates in the development, execution and supervision of plans, practices,

policies and programs that control, process, maintain and protect the value of

data and information assets. The RIM manager should understand:

T

The basic process of creating computer programs and the different types and
levels of programming, such as machine language, high-level languages and
interactive programs.

What the common office automation programs are, how they operate and
their principal features.

The role of software programs to perform business functions, manage
operations, generate and maintain data.

The various and common types of software and its uses.

The type, purpose and role of operating systems, utilities and diagnostics.

The RIM manager understands the:

T
il

Use of data and software to serve different purposes.

Different methods by which data can be shared to serve multiple users,
including shared drives, shared tools and other shared electronic spaces or
document rooms.

Role of a database administrator in maintaining data quality while meeting the
needs of users.

Difference between duplicating and sharing data and the management and

retention consequences.

5. Data Storage. The RIM manager should be able to:

1

List the characteristics and uses for optical disks, CDs, DVDs, USB flash
drive, storage area networks (SANs), RAID storage devices, magnetic disks
and magnetic tapes.

Recognize the environmental conditions that are optimal for storage of data

using the different methods.
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Distinguish between primary and secondary storage.

List the advantages and disadvantages of preserving data in its native format,
proprietary formats, or de facto standard formats.

Discuss the pros and cons of storing documents in their native formats vs.
open standard formats and the related effects on searchability and usability.
Understand the uses of and manage working, back-up, archival and storage
copies of files and data.

Understand older, historic data storage methods, formats and media, know

methods and manage the safe transfer of data to new media.

The RIM manager should be able to:

1

Describe types of backups including disk mirroring or RAID 1 for replicating
logical disk volumes onto separate physical hard disks in real time to ensure
continuous availability and access.

Understand the purpose, advantages, disadvantages and types of controls
needed when storing data in different repositories including cloud storage,
storage area networks (SANSs), electronic document rooms, file servers and
detached storage devices.

Describe malfunctions of storage devices and media and how data can be
restored. Define hotsites and coldsites.

Understand the use of reciprocal agreements in data storage.

C. LIFE CYCLE MANAGEMENT

1. Records Creation. Be able to explain the concepts of authenticity, reliability,

integrity and usability as defined in ISO 15489, their impact on RIM and the

techniques available to ensure that records have these characteristics.

Institute of Certified Records Managerd9)1/2012 Section2, Pagebh



Preparing for the CRM Examination
Section ZX; Taking the Examination

2. Capture: The RIM manager recognizes that data can be obtained from varied

sources of capture and describe the characteristics, requirements and

implications of each. The RIM manager should know:

T

Data capture methods such as scanned images, keyed data entry, electronic
recording devices, networks (by using packet analyzers/sniffers) and other
computers (timeshare, mainframe, minicomputers and PCs).

Hardware, configurations and combinations for data input and how the data
will be stored and used.

Features of keyboards, touch screens, voice recognition, handwriting
recognition, scanners, barcode readers, video recorders, wireless devices,
scientific and medical instruments.

Whether data is to be captured, migrated, or converted.

How to determine whether data is readable and accessible.

The metadata to be captured at records creation and throughout its life cycle
for authentic and reliable records.

How files are created, structured, accessed and stored.

The variety of formats for text, image, data, or sound files and their
characteristics.

About digital encoding of records, its use and impact.

How files are compressed, encrypted, decompressed and unencrypted.
How to access data in legacy systems and capture it into new systems
through the process of conversion or migration. This might include checking

the data quality and determining remedial efforts.

3. Organizing Records and Data. The RIM manager recognizes that

completeness, accuracy, organization and classification of data and records is

important to the success of a system and understands:

1 The processes by which data can be indexed and classified using keywords,

taxonomies, or metadata.
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4.

The technologies, standards and practices for applying and binding metadata
to documents and digital objects.

How to use manual and automated methods such as auto-declaration and
auto-categorization to classify data and capture record status and series.
How to validate data correctness and adherence to standards and
requirements.

The technology and techniques used to select, collect and organize data in a
meaningful way for the users and for the organization.

The technology, reasons and uses for data mapping between structured and

unstructured information resources.

Active Management. The RIM manager should understand:

1

How data can be processed in batch or real time modes and how it can be
retrieved and manipulated through sorting, filtering, calculating and
generating reports.

The purpose and methods of tagging metadata (XML, HTML, SGML).

How information and data can be maintained and distributed as output in
electronic forms, including COLD, COM, digital photographs, videos, x-rays
and sound recordings.

The importance of and methods of version control.

How retrieval tools, such as indexes and search engines, work and are used
for accessibility.

The role of indexing, structured searches, text retrieval, natural language
processing, Boolean searches and data tagging.

The different metrics to measure the success of a search, including recall and
precision.

How methods such as RFID and barcoding can assist in tracking and
monitoring the location of physical information.

How audit and history files are used to verify the integrity of data and records

and to track chain of custody.
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5. Preservation issues. The RIM manager knows that records need to be available

and accessible, possibly in different degrees, for their entire life cycle.

Preservation is necessary for those records determined to have long-term value,

historical significance or relevance to litigation or other legal matters. A RIM

manger understands:

T

Strategic plans are made for protecting and sometimes migrating or
converting data to meet long-term retention or hold requirements for a portion
of or the entire life cycle.

The necessity of planning for the possibility of converting the data while
maintaining its integrity, readability and usability.

The options and methods available to preserve various current and legacy
formats.

The role of metadata in ensuring a complete and accurate history of the
preservation of records over time.

That a software patch, upgrades and updates are important to optimize the
use of data, to better manage the data and sometimes for aiding in backward
compatibility.

The advantages and disadvantages of preservation techniques including
recopying, data conversions, data and systems migrations, emulation,
metadata encapsulation and other methods.

The major problems that affect the preservation of electronic, magnetic, digital
and optical media.

The effects of storage methods, media and recording format on the potential
for short-term, intermediate term and long- term archival storage and media
life expectancy.

Media stability is essential for reliable recording and playback of data. There
are effects from wear, corrosion, handling and environmental conditions on

electronic, magnetic, digital and optical media.
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T

The processes used to reverse or halt the further deterioration of records in

any media.

6. Data/System Disposition. The RIM manager should know:

T

The roles and responsibilities of the system owner, IT support staff, business
owner, legal, the records manager and others when computer systems are
discontinued.

The technical processes necessary for the ensuring and maintaining
authenticity, reliability, integrity and usability of the data or records from
discontinued systems.

That the destruction of data is based on data properties, storage media type
and security requirements.

The cost factors and, the environmental, security and confidentiality concerns
for each destruction method.

The various destruction methods such as shredding, recycling, maceration,
pulverization, pulping, erasing, degaussing and over writing.

Which destruction methods ensure complete destruction and which methods
allow for the possibility of data restoration.

The difference between deleting index pointers to data and deleting the actual
data with the goal of complete irretrievability.

That several copies of a specific record may exist and be sure to include all
locations and references when destroyed.

The importance of implementing date-based, event-based and contingent
dispositions in systems using manual or automated techniques.

The importance of a defensible and documented process.

What metadata about records destroyed should be maintained as evidence of
their destruction.
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7. System Recovery. The RIM manager should know, understand and plan for
what to do in the event of a disaster when data is damaged or destroyed. This
might include:

1 Knowing the procedures associated with recovery of records damaged by
water, fire, smoke, chemicals or unintentional deletion.

1 Creating a disaster recovery plan including immediate, short-term and long-
term recovery procedures and contacts.

1 Having vendors selected and contracted.

D. IMAGING TECHNOLOGIES

1. Micrographics. The RIM manager may encounter and have to convert microfilm
or use it for long-term preservation. Know and understand:

1 The standards established by the American National Standards Institute
(ANSI) and Association of Image and Information Management (AllIM) for
producing, processing and storing microfilm.

The microfilm formats, features and common usage of each.
Commonly used equipment and supplies; types of film, cameras, processors,
duplicators, readers, printers and hybrid systems.

1 The various types of readers and reader-printers that are used and how to
select a reader.

f How to match the readeré6s magnification p
ratio.

1 The technology used for indexing, searching and image retrieval and COM
equipment configurations.

1 The methods of indexing such as manual and automated indexing, blips,
counters, sequential numbering and microfiche indexes.

1 The basics of image quality, controls and tests and why they are important.

For example; how to measure density (D-Min and D-Max) and resolution.
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The film developing processes, factors that affect the processing and what
steps are necessary to ensure film quality including the Methylene Blue Test.
The storage methods and maintenance of master and duplicate microfilm.
How light, humidity, temperature and chemicals can adversely affect the long-

term storage of microfilm.

2. Reprographics. The RIM manager should know reprographics and copying

equipment including:

T

Industry standards pertaining to copying and reprographics equipment.
Review how industry guidelines and market leaders may influence equipment
design.

Selection criteria and how to evaluate copying requirements and profile
copying activities. Know how to complete a cost justification analysis that may
include cost per copy, total copy, project savings, maintenance, power
consumption, change-back options, etc.

What computerized reprographics is and be able to identify functions of
intelligent copiers. Be aware of hybrid technologies, such as phototypesetting
and systems that digitize input, print output and scan microfilm. Know the use
of multifunction systems that combine duplicate office functions such as
printing, faxing, copying and scanning.

The types of printers and duplicators and their use. Review desktop
publishing and its effect on office technology and printers. Know the types of
non-electronic duplicators and their requirements for intermediary masters.
Be able to recommend the different duplicators based upon quality and
guantity requirements.

The types of copiers, such as personal, convenience, copy center, color, etc.
Be able to describe the use and variety of features. Compare the applications
of analog versus digital networked copiers. Review specialty copiers, such as

blueline, diazo and oversize copiers.
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3. Imaging Systems. The RIM manager is often involved with imaging systems

and should know and understand:

T

How to determine user requirements including workflow (transaction
processing and image enabling) and storage (retrieval and reference only),
PC-networked and stand alone systems.

The industry standards for image formatting and recording.

That use and impact of proprietary equipment and hazards of obsolescence.
How to assess selection criteria such as data transfer rate, disk access time,
seek time, media tolerance, error corrections, estimated drive life, resolution,
data compression ratios, system costs, etc.

Explain the processes for document preparation, capturing the image and
appropriate metadata; choosing software (including OCR and ICR); using
templates; indexing, storing or converting files to various formats; and burning
or transmitting images to storage media.

The primary types of optical disks and which can be updated and/or erased
and how to choose the optimum media for any record type. Know the most
common size platters for each type of optical disk and have an understanding
of the capacity in terms of both mega or gigabytes of information and
corresponding pages of recorded information per disk.

The types of scanners, the meaning of drop-out color and throughput and
methods of recording such as single session, incremental, or multi-session.
The use of hybrid systems, such as scan-on-demand micrographics,
simultaneous scanning to microfilm and optical disks, aperture card scanning
and COLD.

The types of drives and peripherals, why electronic imaging systems require
both magnetic and optical drives.

The use of high-resolution monitors and other acceptable monitor resolutions.
Explain display dpi, its relationship to the scanned image and refresh rate.

Image output options, such as output to laser printers and fax machines.
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T

How to select storage devices and locations such as on-line, near-line and

off-line storage and how they affect access. Describe remote libraries,

jukeboxes and expansion units.

E. PROGRAMS AND APPLICATIONS
The RIM manager should have a broad understanding of the various types of programs

and applications that create, receive, store and manage records. The RIM manager is

often called upon to evaluate and choose software and manage the information

generated by or held within a system or application. Understand the purpose of the

various types of programs and applications.

1. Databases. The RIM manager should be able to:

1

Understand the characteristics of hierarchical, relational, network, entity and
object-oriented databases and their uses. Explain how each is organized and
operated and the RIM issues that they present.

Explain the role of the database management system in controlling and

managing data and metadata including data integrity, access and security.

2. Decision Support Systems. The RIM manger should be able to:

T

Identify the different categories of decision support systems including artificial
intelligence, business intelligence, data mining, data warehousing and data
analytics.

Explain their uses, patterns and statistics for further decision making.
Understand how the types of decision support systems work including model-
driven, knowledge-driven, data-driven, communications-driven and document-
driven function.

Explain the purpose of and differences between operational data systems,
data warehouses and data marts.

Identify the RIM issues with each type of decision support system and the

approaches for addressing them.
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3. Content Management. The RIM mangers should be able to:

T

Define content management, identify and explain components such as
document management, records management, workflow and case
management.

Know the characteristics and functions of each, describe how they relate and

work with each other and how they affect RIM requirements.

4. Business Process Management (BPM). The RIM manger should be able to:

T

Describe business process components, workflow and mapping methods and
tools, their uses and importance for problem diagnostics and securing
ongoing effective and efficient operations.

Explain how BPM can be used as a method to support and request process

changes.

5. Communications. The RIM manger should be able to:

1

Explain the technologies underlying e-mail, instant messaging, voicemail,
blogs, microblogs, texting and related applications.
Identify their characteristics, how they store and manage information and the

RIM implications of each.

6. Collaboration. The RIM manager should be able to:

T
il

Identify the types, components and functionality of collaboration software.
Understand how collaboration software manages information including
metadata management, storage management, access controls and similar
topics.

Discuss the RIM implications of using collaboration software and the

approaches to managing records in a collaborative environment.

7. Web. The RIM manager should be able to understand and discuss:
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The characteristics of Web 1.0 and 2.0 and explain how they differ.

Web 2.0 capabilities including blogs, wikis and other tools for collaboration
and participation.

How websites and portals function and the differences between them.

The RIM challenges and considerations for an organization posed by Web 2.0
and the importance and approaches to addressing them.
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STRATEGIES FOR PASSING THE CERTIFIED RECORDS

MANAGER EXAM
By
Donald B. Schewe, CRM, FAI, Ph.D.*

The most important thing to understand about passing the Certified Records
Manager Exam is thafOU HAVE TO STUDY. No matter how much

experience you have Records and Information Management (RIM), no matter

how good you are at taking tests, no matter what anyone else tells you, unless you
study, you will not pass the Certified Records Manager examination.

That is not because the exam is too hard, obkan deliberately designed to make

you fail, or is somehow Ariggedo. It
range of subjects records and information management professionals encounter in

a wide variety of circumstances and an expansive arraypariences. It is not

testing you only for what you encounter on your particular job, but it is designed to

test for that broad range of subjects you might be expected to encounter on any job
anywhere in the world.

And that leads to the second importpaint about the exam. What the Institute of
Certified Records Managers tests fothis best practices in the industry.People

who f ail have been known to complain ft
Consolidated. 0 The e keatpraclicesindhesi gned t o
industy, and you wonod6t pass the exam unl es
on what youbve al ways done. That, by t

CRM exam. More than one RIM professional has discovered a better way to do
their job while studying for the exam.

So the first step is admitting to yours
you will have to study to pass the exam. Once admitting that, you should build a
study strategy.

* Dr. Schewe hs served in a number of positions on the Board of Regents of the ICRM, including President from 1997 to 2000
and Regent for Exam Development from 2009 to 2012. From 2003 to 2008 he wrote questions for the Exam.

Study Strategies

There are a variety of wa to study, and no one way works best for all people.
What studies done on the way people study has proven, however, is that a short
amount of study repeated many times over a long period of time is far more
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effective than the same amount of time albate just before the exam. To put
t hat bluntly, Acr ammigmdae,y cand Mmpul lai g c

There are several reasons for this. First, cramming tends to elevate your stress
level, and most people respond poorly to testing ustless. Second, your mind
tends to recall factual material from letgym memory more effectively than from
nearterm memory. For both of these reasons, the best strategy is to map out a
long term study program.

We are all busy people, and it is h&odind time in our already overcrowded lives

to block out large chunks of time to study. Many people have found they can be
successful in allocating 30 to 45 minutes three or four days a week for study

without adding major stress to their lives. Shdotks of time like this seem to be
optimal for | earning (th5®@n@dnstesMong). most ¢

The next question is, when? This is an individual matter. Early risers, those
people who wake alert and ready to go in the morning, fittthgeup 30 minutes

early to study to be successful. Others find the end of the evening works best. The
important thing is to pick a time that works for you, and stick to it.

What to study

Before beginning to study, you should make a careful assessimghat you

know and what you dono6t know. There ar
one that has been successful for many Candidates in the past is to use the self
assessment tool developed by ARMA International as part of their Core
Competencieslt is free to ARMA members and quite reasonable for others. If an
individual makes an honest effort to answer the questions accurately, this tool

provides an excellent starting point.

There are a number of good general textbooks covering the fielccofd®eand

Information Management. Several are listed in the Bibliography provided by the

ICRM, and any one of those would also be an excellent way of doing a self
assessment of what you know and what vyo
after each chapteand those should provide you with a good evaluation of where

you stand.

The ICRM has developed a presentation detailing in some depth the areas covered
on the CRM exam. This is usually a edagy or tweday presentation, and often
ARMA chapters or ARM regional meetings offer it for a fee. It is also presented
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either immediately before or immediately after the ARMA International
conference each year. This should give you a good overall picture of where you
stand in relation to the whole field of knlmslge covered on the exam.

Once you have identified your strengths and weaknesses, it is still a good idea to
begin your study by covering the whole field of RIM knowledge even though there
are some areas you already feel confident in. Remember, the iKCieMing for

best practices in the industry so you should make certain what you already know
Is considered best practice. Reading through one of those general textbooks
mentioned above is a good way of doing this.

As you continue to study, you willlentify more and more areas where your
knowledge is weak, or where you still have unanswered questions. Again, the
Bibliography provided by the ICRM can be helpful. If you are studying

Ainformation capture and usem and donot
Amet adatao, | ook at the Bibliography un
subject . (Thatdés where the subject is

Many people find it helpful to join a study group, and many ARMA chapters have
ongoing study groups. This particularly helpful for those who have trouble
assessing what they know and dondt know
assist by posing questions, and sharing where they found answers. It also helps if
other members of the group will share th®ioks, as it can become quite

expensive if one tries to buy all the books one might need to study everything
thoroughly.

Cover all the information in the Outline. The questions that appear on the test are
selected from a bank of questions for each Haach Part has a bank of 750 to

800 questions. Each question is tied to a specific line of the Test Outline, and a
computer program pulls a roughly equal number of questions for each line of the
Outline. Therefore, if there is a line on the Outline, gead to be prepared to
answer questions on it.

Preparing to Take the Test

After you have studied and feel you are ready to take the test, you have a number
of decisions to make. The first is, how many Parts to take in the upcoming test
cycle. They ar@ot inexpensive, and finances may dictate taking only one or two
per cycle. And you may not feel prepared for one or more of the Parts, and believe
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it would be a waste of money to take and fail a Part under those circumstances.
Some people cannot takeethme to take them all at once.

If your circumstances allow, experience indicates that taking all of Parts | through
V during the same test cycle offers a better chance of success than stringing them
out over a longer period of time. Partly this is hessathere is a great deal of

overlap between the Parts, and partly this is because people tend to spend more
time studying if they are taking all the parts in one cycle.

Whatever approach you choose to take, before you actually show up to take the
test, you should prepare yourself for the exam. As mentioned above, people under
stress tend to do significantly more poorly than those not under as much stress.
Therefore you should do all you can to reduce your stress level. There are several
things you shold do to calm yourself:

9 Several days before the exam, go to the Pearson VUE site where you will be
GSadAy3o {SS 4gKIOG A0Qa tA1SE YR K2
(Having to rush through traffic adds stress to your life, and not knowing
what youare walking into is also stressful);

9 Plan to wear comfortable clothes. Your visit to the test site should tell you
if the room is hot or cold, and dress accordingly. You may want to have
layers, so you can adjust during the test;

9 DO NOT STUDONe day bédore the exam. Studies done with college
students have shown that students who take the day off before an exam do
eight to ten percent better than those who study up to the last minute;

f DSG F 3I22R YyAIKIQa af SSL) 0STANLS 3I2AY
minutes longer than you usually sleep, but not more than that; and,

9 Arrive at the test site at least a half hour early. Take that time to do some
deep breathing, go to the bathroom, and generally relax yourself.

Taking the Exam (Parts | through V)

Pats | through V consist of 100 multiple choice questions, and Candidates whose
native language is English have 80 minutes to take each Part. At first glance, that
may seem to be a very short tidnenly 48 seconds per question. But very few
Candidates whodve studied have run out of time. But you need to have a strategy
for taking a multiplechoice exam so you can comfortably complete the exam in

the time allotted.
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An excell ent st r aptaesgsyd iasp pcraolal cehd. t hlet Mitsh
straightforwad (assuming you have studied!). On the first pass, begin with

guestion number one and go straight through to question number 100, answering

all those you know the answer to. People who have studied and follow this
strategy wusual | yief they are fairly eettaintthieyehgve tfhiek n o w 0
right answer) 55 to 60 questions. And they usually get to that point 45 to 50

minutes into the exam.

The second pass, the Candidate goes back to only those questions not answered the
first time through, andreswers them. Two things tend to happen the second time

t hrough. Answers that donét spring to
there on the second pass. And sometimes a question later in the exam will trigger

an answer to an earlier question hil& one might be less secure in the answers

given the second time through, still 20 to 25 questions will usually be answered.

The third time through answer all the questions not answered the first two times
through. Since the score is the number of tioles right, and nothing is deducted

for wrong answers, answer all the questions, even if you have to guess. Even with
a guess you have a 20% chance of being correct. Usually, however, if you have
studied, you can narrow down the possible correct answén®, and then
Aguessi ngo -BPicharecesof heiagurighds. 50

The methods of eliminating wrong answers detailed in a later article in this

Handbookwi | | help in eliminating wrong ans:
below. But atthispointaeoupl e of Ascreen shotso of
helpful. These are taken from the preview software used by the ICRM to preview

and verify the exam before it is given to the Candidate. It is identical to the screen

a Candidate sees at a Pearson VUK sixcept the small box in the lower right

hand corner | abeled AExam I nformationo

The screen provides information about the time remaining and number of the
guestion (upper right hand corner). The Candidate seleatstissver by

Aclickingodo on the chosen answer, and ca
clicking on the ANexto in the | ower rig
the AFl ag for Reviewo in the upper righ

white, and provide a way of marking certain questions for further review.
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Technology, Equipment and Supplies - Candidate Name

A converts data for transmission over telephone lines, fiber optics, or microwaves.

[© aA.  converter

[CeB.  conveyer
[CdC. coder

[©oD. modem

[ gE.  fransmitter

Exam Information O

| &Previous|Nextd
Screen shot of a typical question in Parts | through V. Note abawib
clock in upper right hand corner.

Once all 100 questions have been viewed, the following screen apidas

screen provides three different ways to review the questions: 1) review them all; 2)
review only those not answered (shown i
those flagged.

The questions that have been flagged may or may not havermearad. One
possible way of using the flagging feature is to answer a question but flag it if it
contains information that may help you answer an earlier question you are unsure
of.

Management Principles and the Records and Information (RIM) Program - Candid...

Item Review Screen

B Instructions

Below is a summary of your answers. You can review your guestions in three (3) different ways.
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Screen shot of t he ppearsafiertiRe€Candidate Scr e
has seen all 100 questions the first time. Note the possibilities one has for
review.
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But Before You Guess

Understanding how multiplehoice questions are written should help you answer
those where you diecortectiesponeed (Ramembdery know
studying and knowing the answer is still the best way to take the exam.)

The nper f eloicdquastion hag apsters (the part before the list of
possible answers) and five possible answers. Those five answsis ofn

1 The right answer;

! af23A0Ff RAAGNI OUSNEZ Y FyasgSN (K
in some way. Those who know something about the subject, but are not
NEBFffte adzLld G2 aydzFFé Yl eé& OK22aS (KAA

T¢o2 |yasgSNE (KNG EFENID daiA yo AlyK § SoFlif (FLAIS €
a very cursory knowledge of the subject would ever choose one of these;
and,

1 One answer that is completely out of the ballpark.

Thus, if the Candidate gets to the point where guessing is the only way to choose
the answer, three of the answers should be excluded from the choices. That gives
one a 50% chance of being right.*

After the Exam

Upon completing each Part of Parts | through V the Candidate receives, before

leaving the Pearson VUE site, a guege repdrof the results. Hopefully it starts

out ACongratul ationso. I f that 1is the
away (come on, youbre a records manager

If the Candidate correctly answers 69 guestions or less, the vappaxntain a list

of letters and numbers. These are the line items of the ICRM Outline to which the
guestions the Candidate missed were assigned. This report then becomes the
roadmap for what to study before retaking the exam. The Candidate wilbproba

feel |l i ke wadding the report up and thr
and keep, it and use it to help define what to study for next time.

* The ICRM uses an independent psychometrician (one who studies how exams are writtkargrtd &valuate each multipthoice question
used on an exam. That evaluation uses this typology of medtigliee exams to rate each question.

Institute of Certified Records Managerd9)1/2012 Section2, Pager3



Preparing for the CRM Examination
Section ZX; Taking the Examination

Some Other Hints

1 Read each question (including all the possible answers) carefully before
choosing yout Yy & ¢ S NJp WSYSYOSNE GKS af 23A0L
glance, seem like the right answer;

¢ DSO KSfLI AY FyasgSNAy3d oée t221Ay3 T2N
g2NRa tA1S alfgleascds aySOSNES YR GO

1 Try to answer the question without loolgrat the possible answers. If your
yagSNI Aa 2yS 2F GKS OK2A0Saszx AdQa |

TwWwWSYSYOSNE @2dz2NJ FANRG GK2dAKG Aa YvYzad
answer unless you are certain your answer is wrong; and,

1 52y QU queStibn wbyyS§ou. More than one candidate has failed a
LI NI 0SOFdzaS GKSeé& alLlsSyd az2 YdzOK GAYS
the questions. Remember, there is no penalty for wrong answers.

Taking the Exam (Part VI)

Many of the hints listed aboven der A Preparing to Take t|
through V apply to preparing for Part VI. However, studying for Part VI should be
entirely different than studying for Pa
testing for is entirely different. Pailts t hr ough V test the Can
of specific facts. Part VI tests how the Candidate can take that knowledge (which

has already been demonstrated in the other Parts), apply it to a given situation, and
explain it at the Board Room level to indluals who are not particularly

knowledgeable about Records and Information Management.

Preparation for Part VI should therefore focus on two areas:

1 Applying the knowledge the Candidate has already proven they know to a
specific situation, and expressitttat application succinctly, logically, and
with the appropriate level of detail; and,

1 Developing and memorizing an outline of the steps, in order, necessary to
solve all Records and Information Management problems.

Many RIM professionals do not have exdese experience in making written

reports at the Board Room level. (Consultants seem to be the exception to this
rule.) Therefore they need to get experience writing. The only way to do this is to
practice. Some have successfully passed Part VI Imygtakwriting course at a

local community college. Others have had someone at work who is a good writer
critique their writing. Still others have used the Mentor Program of the ICRM to
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practice their writing. (See the ICRM websit@yw.icrm.orgfor information on
the Mentor Program.)

Part VI is a four hour essay exam in two parts,-@p@dt question and two 40
point questions, and the Candidate chooses one of theidDquestions to
answer. Obviously, the gfointquestion is broader in scope than thepdint
question, but both questions need to be answered logically and completely.

People who have little experience in written presentations often find developing a
presentation in logical order difficult. To esxcome this difficulty, many

Candidates have found it helpful to memorize an outline of all the steps in
developing a RIM program, and the order in which they should be accomplished,
prior to going into the exam. Once confronted with the question, theidzde

can then pick those parts of that outline that apply to this given situation. And that
outline will provide the logical progression in which the presentation should be
presented.

The Part VI Testing Environment

Like Parts | through V, Part Vkigiven on a computer at Pearson VUE testing

sites. However, the program Pearson VUE uses does not have all the features
common to most word processing programs. It does not havechpek and does

not have a very usdriendly cut and paste featur&oth the 60 and 40point

guestions have several parts to the overall answer, and these separate parts appear
on the computer screen separately. ¥aanotcut and paste from one part to

another.

The software used by Pearson VUE makes the Candideéetive 60point

question before moving on to the-g0int questions. After an opening screen that
has the Candidate agree to a4ulistlosure agreement, the problem is presented.
Once the Candidate has read the problem and taken their notes, theaext sc
provides a place where the answer to the first question is given. The first question
to answer (in both the 6@nd 40point questions) iStatement of the Problem

wher e t he Can cExkpthia (h@moreshans@sdnterttes)tthe baSic
overdl problem that you thinkneeds to be resolved in tisiguation.o

The next screen asks foSammary of Overall Finding3 he following screens
ask the other questions in order as posed by the problem. The Candidate is free to
move back and forth betwa these various screens within the same problem. But
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the entire 6€point question must be answered and closed out before the Candidate
can answer the 4point question. In each of the answer screens, there is a small
inset screen in the upper Kfandcorner that has the problem statement, and the
Candidate can open that inset and refer to it at will.

The following screen shot illustrates an answer screen.
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Case Studies - Candidate Name

M\ Exhibit
l. Introduction: 10 points maximum
A. Statement of the Problem: 5 points total

Explain (no more than 2-3 sentences) the basic overall problem that you think needs to be resolved in this situation. (
description of symptoms that may be occurring.) IMPORTANT MOTE: Begin your answer below by typing in the heat
Problem".

Write in the window hox below. The CUT, COPY, and PASTE buttons are there to help you edit your text. To copy text, highlight the text
press the COPY button. To cut text, highlight the text inside the window box, then press the CUT button. To paste the most recently copi
place the cursor in the appropriate location and press the PASTE buttan.

+Cut & Copy Paste

h e

Ire
» 60

Word Count : 0

tes
Lthe
40-point questia . The softwadewpoovceili oe&k anfitc be
hand corner of the display. When that clock reaches 90, the Candidate should be
starting the 4€point question.

Similar to that time management problem between questions is improper

distribution of time and effort within each question. Candidates spend too much

time and effort on parts of the exam that are not worth many points. Every 60
point question has, as its first sectiao
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points. ltcledry st ates HAExp#Hasan{eoncemere.than
write three or four long paragraphs going into great detail. But the grader can only
give five (5) points out of 60 for this portion of the answer. They then have less

time to spend othe parts worth 50 of the 60 points, and consequently they do a

poor job on the rest of the question.

The next most common mistake reported by graders is failure to follow directions.

Each question states specifically what the Candidate is requided tBead that

portion carefully, and respond accordingly. Many questions will state specifically

t hat dAbull et points are not all owedo, a
bullet points. Graders correctly take off for failure to follow diraacs.

Candidates who are less familiar with written reports at the Board Room level will
often phrase their answers in less formal language and use slang or jargon. The
response called for in Part VI requires a formal presentation, and should be phrased
as such. That includes proper grammar, spelling and punctuation.

Finally, graders deduct when the Candidate does not support his course of action.
Many situations are open to more than one solution, but be sure to explain why you
chose the solution andwse of action you did. Graders are given leeway to

accept a variety of possible solutions, but are told to make sure it is a reasonable
solution and is supported by the facts and assumptions.

Summary

To pass the CRM exam a Candidatest study, and stug in the way that best
suits their circumstances. This requires a significant amount of effort and time,
and must focus obest practices in the industry. Candidates must alseduce
stressas much as possible, and follow the suggestions outlined abtalang the
various tests. This will provide the best possibility of passing each part of the
exam.
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Techniques for Passing Part&/t Multiple Choice

by
Ann Balough

INTRODUCTION

Testtaking is a fact in our world. Some, like the CRM exam, are verytsnpto

our career and reaching our goals. So it makes sense that we spend some time
learning how to deal with test anxiety and some specific techniques for taking
tests.

The techniques that we will discuss can make the difference between passing and
failing, if you are familiar with the subject matter By understanding some of the
psychology of test making and improving your analytical skills, you can reap the
benefit of both your complete and incomplete knowledge of records

management. Additionally,ybhaving a plan of action for your test, you gain

control. This control allows you to channel your nervous energy and think more
clearly.

Parts | through V of the CRM have 100 questions each. Each question has five
options. Statistically, you would gabout a 20 by just guessing. You must
answer at least 70 questions correctly in order to pass (there are no regrades of
these parts because they are machine scored). If you can answer 55 of the
guestions with great confidence, then statistically you gah9 points purely by
guessing (20% of 46not enough to pass. However, if you use the techniques
we discuss here, coupled with your knowledge, to reduce the number of
alternatives to three, you could increase your score by 15 poimsssibly
enoughto pass.

Skilled test takers can increase their scores on tests by 10 to 20%. That alone is
certainly not enough to pass the test, but it can make the difference for a
knowledgeable test takeit is important to remember that passing the CRM

exam requres answering 70% of the questions correctliNo one will ever know

if you make a 71 or a 91. There is no difference in the certificate given. Your goal
IS not to make a perfect score, it is to make at least 70%. Careful study and good
test-taking tecmiques can help you achieve this goal.
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The best testaking technique is to know the correct answer. However, since few
of us know everything about records management, {iasting techniques and
analytical skills will help make the most of our knowledge.

PREPARING FOR THE TEST

STuby

When studying, remember that the outline dictates the composition of the test.
There will be some questions on every test about everything on the outline for
that part of the test. The outline is the best study guide forté®s. Practicethe
techniques outlined. Use the practice tests in your CRM Study guide. It helps
internalize the strategies used. Test taking skills are like any othermiYsiu
practice

BASIC TESTING PRINCIPLES
VOCABULARY

1. Question. The indvidual test item. It is made up of the stem and the
alternatives.

Stem An incomplete statement or questions to be answered.

3. Alternatives There are five alternative choices for each test item on the
CRM Exam.

Distracters The incorrect resp@es.

Keyedresponse The answer the teghakers are looking for.

N

o &

WAYSTO ANSWEFQUESTIONS

=

Recall of knowledge (obviously the best).

Computation.

Limited association (associating elements of the alternatives with key
words in the stem).

Process of elimination.

Test construction clues.

Educated guess.

Wild guess (no clue to the answer at all).

w N

No ok
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MOSTCORRECANSWER
There may be more than one correct answairt there is always a best
answer. The most correct answer will almost alwayontain some of the
following characteristics: It will be the most encompassing and inclusive
alternative and it is usually the most general and qualified choice available.
Test questions on the CRM exam are very carefully selected and prepared.
Each gestion goes through a rigorous examination by the Exam Development
Committee.

NOTEIt is very important to remember that you are being testedrenords
management principlas not on how you specifically apply records
management to your situation. bjuestions that require an expression of
opinion, remember the viewpoint should be global. This test applies to all
countries and types of organizations. You need to approach the questions
from that viewpoint. Remember this test is a testbafsic record
management concepts and principlJemt an evaluation of how well you do
your current job.

GUESSING
Never leave a question unanswered. Your chances of getting the correct
answer are zero. Even a wild guess gives you a 20% chance of the correct
answer. There is no penalty for guessing on the CRM exam.

TEST MANAGEMENT

PLAN OF ATTACK
There is a systematic method for taking tests. By using this method, or a
modified version, you will be able to take the best advantage of your
knowledge. Part of the &fct comes from the systematic analysis of the test
and part comes from the psychological benefits of gaining control over the
testing situation.

TIME MANAGEMENT
Each of Parts-b of the examination allows 1 hour and 15 minutes. That is 45
seconds per gestion. Each question will not need an equal amount of time.
Your strategy is to make the best use of your time and achieve the highest
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