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ABSTRACT: This article analyzes the factors 

influencing citizen satisfaction with land-related 

administrative procedures in Da Nang City. Based 

on a public service quality, administrative reform, 

and digital transformation approach, the article 

identifies seven main groups of factors: procedural 

transparency; processing time; staff attitude and 

competence; convenience; application of 

information technology; procedure costs; and 

infrastructure and service conditions. Using 

document analysis, policy synthesis, and 

comparison with local practices, the article proposes 

several solutions to improve service quality, reduce 

compliance costs, and strengthen citizen trust in the 

local government. 
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I. INTRODUCTION 

In the process of building a service-oriented 

administration, citizen satisfaction is a crucial 

indicator reflecting the quality of public service 

delivery and the accountability of the government. 

For the land sector, this indicator is even more 

significant because administrative procedures 

related to land are directly linked to property rights, 

housing, livelihoods, civil transactions, investment 

activities, and social stability. Properly processed, 

timely, and transparent handling of applications 

strengthens citizen trust; conversely, delays, 

inconsistent guidance, or the emergence of 

unofficial costs easily increase public 

dissatisfaction. 

Da Nang has made significant efforts in 

administrative reform and digital transformation. In 

2022, the city achieved a DTI score of 0.8002 points 

and led all three pillars in the provincial digital 

transformation ranking. The city's digital 

transformation portal announced that the rate of 

online public services in June 2023 reached 94.87%, 

and the rate of provincial-level public services 

processed online reached 93.32%. In the land sector, 

the Da Nang City People's Committee issued 

Decision No. 1866/QD-UBND dated August 30, 

2024, announcing the list of administrative 

procedures under the authority of agencies in the 

city. 

However, the results of administrative reform and 

digital transformation do not automatically 

guarantee satisfaction in every transaction. The 2023 

PAR Index report shows that Da Nang's 

administrative reform index reached 88.68 points, 

but delays in processing applications remain 

concentrated in certain areas such as land and 

construction in localities in general. At the national 

level, the administrative service satisfaction index in 

2024 reached 83.94%, with satisfaction with the 

provision of public administrative services reaching 

84.09%. Therefore, this article focuses on 

identifying factors affecting citizen satisfaction in 

carrying out land-related administrative procedures 

in Da Nang and proposes solutions to improve 

service quality.

 

II. THEORETICAL BASIS  
 

 

Citizen satisfaction with public administrative 

services is the assessment of how citizens 

experience the process of receiving services from 

state agencies compared to their initial expectations. 

Unlike market services, citizens often have few 

alternatives to mandatory administrative services; 

therefore, satisfaction in the public sector must be 

linked to legality, fairness, transparency, 

accountability, and the protection of citizens' 

legitimate rights and interests. 

For land procedures, satisfaction is formed through 

four main groups of experiences: whether 

procedural information is clear and easily 

accessible; whether officials provide complete, 

consistent, and respectful guidance to citizens; 

whether the process is convenient, requires minimal 

travel, and is easy to track; and whether the results 
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are delivered on time, in accordance with the law, 

and meet citizens' needs. Therefore, assessing 

satisfaction in the land sector requires considering 

the entire service process, not just the final outcome.  

 

III. FACTORS AFFECTING CITIZEN 

SATISFACTION 
3.1. Transparency of procedures 

Transparency is a fundamental element of land 

administration procedures. Citizens can only assess 

procedures as convenient, fair, and reliable when 

they clearly understand the required documents, 

processing order, deadlines, fees, financial 

obligations, responsible agencies, and how to 

report problems. If publicly available information 

is incomplete or difficult to understand, citizens 

will have to rely on verbal instructions from 

officials, leading to inconsistent guidance, multiple 

trips, or unnecessary reliance on intermediary 

services. 

In land procedures, transparency is also linked to 

access to planning data, land use plans, the legal 

status of land parcels, financial obligations, and the 

progress of application processing. A set of 

procedures that is posted but not updated according 

to new laws, not synchronized between the public 

service portal and the application receiving 

department, or uses difficult-to-understand legal 

terminology will reduce the effectiveness of 

transparency. For Da Nang, the publication of the 

list of administrative procedures in the land sector 

according to Decision No. 1866/QD-UBND dated 

August 30, 2024, is an important condition for 

standardizing information after the new land law 

framework comes into effect. However, publishing 

the procedures is only a necessary condition; the 

sufficient condition is that people can easily find, 

understand correctly, and apply that information in 

their specific applications. 

3.2. Processing time and punctuality 

The processing time for applications is the most 

noticeable factor for citizens. Land-related 

procedures are often linked to financial planning, 

civil transactions, loans, construction, inheritance, 

property division, or housing stability. Therefore, 

delays in processing applications can disrupt plans 

or cause actual losses. Satisfaction depends not 

only on whether applications are processed within 

the legally stipulated timeframe, but also on 

citizens' ability to anticipate: where their 

application is, why it's delayed, what additional 

information is needed, and when the results will be 

available. 

The 2023 PAR INDEX report shows that the 

"Administrative Procedure Reform" component 

index at the provincial level averaged 94.32%, but 

delays in processing applications still persist, 

particularly in areas like land and construction; 

furthermore, some localities have not effectively 

updated, synchronized, and publicly disclosed the 

progress and results of application processing on 

the public service portal. This observation suggests 

that Da Nang needs to consider timeliness as a key 

governance indicator for the land sector. The rate 

of timely processing of applications should be 

analyzed by procedure type, receiving unit, 

processing stage, and cause of delay, instead of 

simply publishing aggregated figures. 

3.3. Attitude and competence of 

officials and civil servants 

SIPAS is an important tool for measuring people's 

perceptions of administrative services. In 2024, the 

overall satisfaction level nationwide reached 

83.94%, with satisfaction with the provision of 

public administrative services reaching 84.09%. 

This result shows that the human factor in service 

delivery still needs continuous improvement. For 

Da Nang, enhancing the capacity of land officials 

needs to include expertise in land law, digital skills, 

public service communication skills, and public 

service ethics. 

3.4. Convenience in Accessing Services 

Convenience is the link between legal regulations 

and practical experience. A procedure may be legal 

but still inconvenient if people have to travel 

multiple times, submit documents in many places, 

obtain confirmation from multiple agencies, or wait 

in unsuitable facilities. In land procedures, 

convenience includes the location of document 

reception, service hours, the ability to schedule 

appointments, the number of channels for 

submitting documents, the method of receiving 

results, the ability to track progress, and the level of 

coordination between agencies. 

The 2024 Land Law recognizes that land 

procedures can be carried out in person, via postal 

service, or electronically, with equal legal validity. 

This regulation expands the choices for citizens, 

but its effectiveness depends on the organizational 

capacity of the locality. If online applications still 

require multiple physical document verifications, 

or if online tracking doesn't update application 

status, citizens will perceive digital services as 

merely a formality. Conversely, if documents are 

digitized once, data is shared between agencies, 

and results are delivered conveniently, satisfaction 

will increase. 

IV. THE ISSUES RAISED 

Da Nang possesses several favorable conditions for 

improving citizen satisfaction with administrative 

procedures related to land. Firstly, the city has a 
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relatively strong foundation for administrative 

reform, as evidenced by its 2023 PAR INDEX 

score of 88.68 points. Secondly, the city has a 

digital transformation advantage, having 

consistently ranked first in provincial-level digital 

transformation rankings for many years and 

boasting a high rate of online public services. 

Thirdly, Da Nang has updated its list of 

administrative procedures in the land sector 

according to the new legal framework, creating a 

basis for standardizing processes and making 

information publicly available. 

However, these very favorable conditions also 

place higher demands on citizens. People in a city 

with a strong digital foundation expect greater 

speed, transparency, and convenience in public 

services. When a locality already has a high rate of 

online public services, the question is no longer 

"whether or not they are online," but whether 

online services actually help reduce time, 

paperwork, unnecessary contact, and increase the 

ability to self-track applications. If online public 

services still require resubmission of existing 

documents, if the application status does not 

accurately reflect internal progress, or if citizens 

have to visit in person to inquire about information, 

the level of satisfaction will not be commensurate 

with the achievements of digital transformation. 

 

V. SOLUTIONS TO IMPROVE CITIZEN 

SATISFACTION 

Firstly, it is necessary to standardize and simplify 

administrative procedures related to land. The city 

needs to review the published procedures, ensuring 

consistency between the public service portal, the 

websites of specialized agencies, the one-stop 

service center, and guidance documents at the 

commune level. Each procedure should have a 

concise guide on the applicable subjects, 

implementation conditions, required documents, 

forms, fees, financial obligations, processing time, 

responsible agency, common document errors, how 

to track progress, and feedback channels. The 

language should shift from purely legal to service-

oriented language, including process flowcharts, 

frequently asked questions, examples of valid 

documents, and tools for checking documents 

before submission. 

Secondly, processing deadlines need to be managed 

using data. The document management system 

must indicate the current stage of a document, 

which unit is handling it, the remaining days, the 

risk of delays, and the reasons for delays. From that 

data, the head can identify bottlenecks by 

procedure type, geographical area, or coordinating 

agency. The evaluation of officials and units should 

not only be based on the total number of timely 

applications, but also on the number of requests for 

additional information, waiting times at each stage, 

the level of citizen response, and the percentage of 

applications requiring apologies due to delays. 

Thirdly, it is necessary to improve the capacity and 

public service ethics of the staff. Land procedure 

officials need regular training on new land laws, 

internal procedures, digital system usage skills, and 

communication skills with citizens. In particular, 

attention should be paid to complex situations such 

as applications lacking historical documents, 

boundary disputes, discrepancies between current 

status and cadastral records, planning changes, and 

unclear financial obligations. Along with training, 

there should be a mechanism for citizen evaluation 

after each transaction, and the evaluation results 

should be used in personnel management, 

performance evaluation, rewards, and 

accountability. 

Fourth, the land database and data interoperability 

need to be improved. Data quality is a key 

condition for reforming land procedures. The city 

needs to prioritize improving, updating, cleaning, 

and interoperating the land database with 

population, tax, planning, construction, and 

administrative procedure databases. When the data 

is complete, state agencies can reduce the need for 

resubmission of documents, shorten verification 

time, and increase online processing capacity. The 

implementation of Decree No. 101/2024/ND-CP 

needs to be concretized into a land data governance 

plan with clear responsibilities among agencies. 

Fifth, online public services need to be designed 

based on user experience. Citizens are not 

concerned about which agency the system belongs 

to, but whether they can complete their tasks. 

Therefore, each touchpoint needs to be reviewed: 

searching for procedures, reading instructions, 

logging in, filling out forms, uploading documents, 

authentication, payment, receiving notifications, 

supplementing documents, and receiving results. 

Da Nang could develop specialized support 

functions for land procedures such as preliminary 

document verification, scheduling consultations, 

tracking applications using QR codes, progress 

notifications via text message, a personal 

dashboard for land applications, and an online 

feedback system. 

 

REFERENCES 
[1]. Ministry of Interior (2025). 

Announcement of the results of the State 

Administrative Service Satisfaction Index 

and the Administrative Reform Index for 

2024, Hanoi. 



 

 

International Journal of Advances in Engineering and Management (IJAEM) 

Volume 8, Issue 5 May. 2026, pp: 757-760    www.ijaem.net      ISSN: 2395-5252 

                                      

 

 

 

DOI: 10.35629/5252-0805757760      | Impact Factor value 6.18 | ISO 9001: 2008 Certified Journal      Page 760 

[2]. Ministry of Interior (2024). Summary 

report of the results of the Administrative 

Reform Index 2023 - PAR INDEX 2023, 

Hanoi. 

[3]. Government (2024). Decree No. 

101/2024/ND-CP dated July 29, 2024, 

regulating basic land survey; registration, 

issuance of land use right certificates, 

ownership of assets attached to land, and 

land information system, Hanoi 

[4]. Government (2024). Decree No. 

102/2024/ND-CP dated July 30, 2024, 

detailing the implementation of several 

articles of the Land Law, Hanoi 

[5]. Cambridge University Press (2023). E-

government service quality, perceived 

value, satisfaction, and loyalty: evidence 

from a newly emerging country, 

Cambridge University Press. 

[6]. Parasuraman, A., Zeithaml, V. A., & 

Berry, L. L. (1988). SERVQUAL: A 

multiple-item scale for measuring 

consumer perceptions of service quality, 

Journal of Retailing. 

[7]. People's Committee of Da Nang City 

(2024). Decision No. 1866/QD-UBND 

dated August 30, 2024, announcing the list 

of administrative procedures in the field of 

land under the authority of Da Nang City, 

Da Nang. 

[8]. National Assembly (2024). Land Law No. 

31/2024/QH15 dated January 18, 2024, 

Hanoi. 

 


