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lii. EXECUTIVE SUMMARY

Bangladesh is a small country in terms of its land and population ratio. In this situation,
it is important to establish a compatible land administration and management system for
bearings on overall development. With a view to helping the landless people, the
government allotted vested/abandoned property as lease agreement on yearly renewal
condition. The conventional land management system required more TCV (time, cost

and visit) which discouraged the beneficiaries to renew the lease agreement.

With a view to simplifying lease renewal process Nilphamari DC office has introduced
an automation system called one stop service. The main purpose of this study was to
analyze the TCV (time, cost and visit) of one stop service. Hence, the study also
evaluated the pitfalls of previous land lease system and the potentialities of introducing

one stop service.

To compare one stop service with previous lease renewal system, findings revealed that
newly introduced automated system turns the TCV (time, cost and visit) into the least. It
reduced time, cost and visit at 53, 27 and 67 percent respectively. It also saved TCV
(time, cost and visit) by 94 minutes, BDT 30 and 2 visits on average respectively.

In terms of respondents’ attitude and their satisfaction, one stop service system has
facilitated with quicker and easy service providing. Findings showed that almost all of
the respondents expressed different levels of satisfaction with this automated one stop

service. However, introduction of online communication with the beneficiaries directly

may help in regards of reducing time, cost and visit.




1 INTRODUCTION AND BACKGROUND

Bangladesh is an over populated country with limited amount of land. It has about 160
million of populations.® According to agricultural census-2008 of BBS, there are 4.48
million of landless people in the country. Moreover, rapid increase of population is
continuously increasing the number of landless people. As a welfare state, the
government of Bangladesh provides the landless people with lease agreement.
According to MoL (Ministry of Land), Bangladesh government has allotted about 70
thousand acre farming land among 1 lac 42 thousands families under social safety net.?

However, lease allotted people are to renewal of the agreement every year. Even
sometimes they are requires changing the name of lease allotment. For providing quick
service considering the numbers of land lease beneficiaries, it urges for an effective

land administration and management system.

The conventional land management system seems inappropriate to address the
growing demand and changing situation. Age-old land management system required
the beneficiary to apply for land lease renewal or name change to the DC office. Here,
the application file went through various departments such as; revenue branch to LA
branch for checking whether applicant’'s name is listed or not; again the file moves to
revenue branch; then to ADC (revenue) and approved. Moreover, the beneficiaries
needed to visit several times for a single service. Thus, they had to spend more cost
and time as well. As a result the recipients discourage to receive lease renewal service.

It ultimately lowers the revenue collection.

To address the inefficiencies involved in lease renewal or name change, over the
decade government of Bangladesh has taken many steps. Consequently, to make the
entire process easy and within limited frame, DC office of Nilphamari has taken a pilot
project with financial support of a2i program. Under this project, there created a ‘One
stop service’ which provide service to the beneficiaries through automation procedure.

This one stop service aimed at providing quick service through a website called VP/AP

! Official Page of BBS (Dated on 23 December, 2015): http://www.bbs.gov.bd/
2 Source Link (Dated on 28 December 2015):
http://www.minland.gov.bd/uploaded/documents/Home/FiveYearShortDescription.pdf
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http://www.bbs.gov.bd/
http://www.minland.gov.bd/uploaded/documents/Home/FiveYearShortDescription.pdf

portal and through internal automation as well. There created a data base of the

beneficiaries. Even the beneficiaries are provided follow-up service by sending SMS.

2 OBJECTIVES

The study was conducted to find out TCV (time, cost and visit) and other non-monetary
benefits such as beneficiaries’ attitude and their satisfaction of the newly introduced

‘One Stop Service’. The specific Objectives of the study are:

U To evaluate the TCV (time, cost and visit) of the ‘one stop service’.

0 To analysis the amount of time and cost saved on average through getting service
from ‘one stop service'.

U To determine the number of visits saved on average of beneficiaries of ‘one stop
service’.

U To explore the service oriented satisfaction of ‘one stop service’ system.

3 METHODOLOGY

The study was gone through both the quantitative and qualitative methods to fulfill the
objectives of the study. Information was gathered through structured interviews over
phone, in person. The study was also conducted through in-depth interviews from
different clusters of respondents. However, detail indication of the methods and process

followed in conducting the study could be summarized as follows:

3.1 Research Approach and Design

This study was both qualitative and quantitative in nature. This study defines
guantitative research as a formal, objective, systematic process to describe and test
relationships and examine cause and effect interactions among variables. A descriptive
survey design was used. It provides an accurate portrayal or account of the
characteristics, for example behavior, opinions, abilities, beliefs and knowledge of a
particular individual, situation or group. The proposed study was based upon primary

data. However, the secondary data was reviewed for - (1) conceptualize the problem,
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understand the situation and define the problem statement for the project and (2)

Assess relevancy, efficiency and effectiveness of the intervention.

3.2 Study Area and Population

This study was conducted on the land lease service automation through ‘one stop
service’. This ‘one stop service’ was implemented at Nilphamari Sadar upazilla and
Saidpur upazilla. Therefore, the land lease beneficiaries from these areas are
considered as the study population.

Nilphamary sadar upazilla and Saidpur upazilla are located in Nilphamari district, about
400 kilometers far from Dhaka city. There are 1063 land lease beneficiaries in
Nilphamari district.® This study interviewed the citizen of above mentioned upazilla who

received land lease renewal or name change service.
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3.3 Data Collection

Data were collected through structured interviews by questionnaires. According
availability of respondents, in total 148 land lease service recipients were interviewed to
this purpose. In 148, 123 units of data were collected by in person from Nilphamari
Sadar and Saidpur upazillas. The rest 25 units of data were interviewed over phone.
Methods used to collect data are presented in below Table:

Table 1: Moods of data collection

Methods of data collection Units of data
Phone Interview with structured questioner 25
In person with structured questioner 123
Total respondents 148

3.4 Limitations of the study

The study has been completed survey. However, there were some limitations which

provide some scope of improvement. The researchers faced several challenges while

collecting data. Such as;

1. Getting contact numbers of beneficiaries from service providing authority,

2. Lack of willingness to give sufficient time for survey over phone,

3. Covering sufficient numbers of the name change service recipients in this study
within limited timeframe,

4. Getting proper cooperation during in person interview.

3.5 Data Analysis

Data entry or importation was done concurrently with data collection. Data was
analyzed into SPSS software (IBM, v22). The researchers reviewed, edited and cleaned
the data by performing a series of frequency and data range checks. Any
inconsistencies were checked visually by comparing the electronic entry to the entry on

the original questionnaire. Data was analyzed by using descriptive statistics. Then the




draft report was prepared, and finalized through continuous feedback and incorporation

of these feedbacks.

4 FINDINGS

The study was aimed at exploring TCV (time, cost and visit) saved on average for
getting the lease renewal /name change service through the ‘one stop service’. Due to
unavailability of the data about name change service, the study was conducted only on

lease renewal service whether through previous or one stop service.

4.1 Information of the respondents

Female

26% >

Male
74%

Chart 1: Gender of the Respondents

Chart 1 shows the gender distribution of the land lease service recipients of automated

one stop service. From analyzed data the chart revealed that 74% of the respondents

are male and the rest of them (26%) are female.




Manual
36%

Both
5%

One stop
service
59%

Chart 2: Mode of getting service

Chart 3 depicts the mode of getting service whether the respondents took service
through previous process or automated one stop service. It shows, about 59% of the
respondents took the service through ‘one stop service’; about 36% of the respondents
took the service through previous process; and the remaining 5% of the respondents

took service from both process.

4.2 TCV Analysis

Time required for getting lease renewal service

67%

46%

26%

Less than 1 Hour. 1-2 Hours More than 2 Hours

Manual Service B One stop Service

Chart 3: Time required in both process

Chart 3 exhibits the comparison of time consuming for taking lease renewal service

through previous and one stop service. Study revealed that about 46% of the




respondents received lease renewal service through one stop service only spending
less than one hour. It shows that 26% and 27% of the one stop service recipients had to
spend 1-2 hours and more than 2 hours respectively for getting service. On the other
hand, 67% of the manual service recipients had to spend more than two hours for
getting lease renewal service followed by 26% and 7% needed 1- 2 hours and less than

1 hour respectively.

Cost required for getting Lease Renewal Service

55%
46% 46%
32%
13%
9%
Less than BDT 100 BDT 100-BDT 300 More than BDT 300
Manual Service One stop Service

Chart 4: Cost required in both process

In regards of cost consuming, as shown in chart 4, about 55% of the respondents
opined that they needed less than BDT100 for getting lease renewal service of
Vested/abandoned property through one stop service whereas 46% of the manual

service recipients needed less than BDT 100. Chart 4 also revealed that 45% of the

respondents who received service from one stop service opined that it took more than
BDT 100. In contrast, 55% of the respondents opined that it required BDT 100.




Visit required for getting Lease Renewal Service

96%

57%

36%

7% 1% 3%

single visit 2 visits 3 visits and more

Manual Service  ® One stop Service

Chart 5: Visit required in both process

Chart 5 shows the number of visits required for getting lease renewal service through
both the manual and one stop service. Findings revealed that 96% of the respondents
who received lease service from one stop service needed single visit and only 3% of
them needed more than double visits. On the other hand, 93% of the manual service
recipients opined that, it took more than double visits for getting lease renewal service

of vested/abandoned property.

Comparative analysis of TCV (time, cost and visit)

BDT 110

177 min

3 visits

1 visit

Average Time Average Cost Average Visit
B Manual Service B One stop Service

Chart 6: Average Time, Cost and Visit.

Chart 6 shows the comparison of the time, cost and visit required for getting lease

renewal service. Findings revealed that manual process consumed about 3 hours, BDT




110 and 3 visits respectively whereas one stop service system consumed about 1.5

hours, BDT 80 and single visit on average for lease renewal service.

Regarding the comparison, it can be seen that newly introduced one stop service
reduced the time, cost and visits by 94 minutes, BDT 30 and 2 visits on average
respectively. Thus the new system of one stop service reduced TCV (time, cost and

visit) at 53%, 27% and 67% respectively.
TCV+ Analysis

This study covered the field of service regularity; service recipients’ responses about
one stop service; and service facility and evaluation. It also covered service providers’

behavior and beneficiaries’ satisfaction level regarding one stop service.

Problems of manual system

67%

More transportation 58%

More time

More cost
Complexity
Harassment
Corruption
Long queues

Others

Chart 7: Problems of manual process

The study revealed that, as shown in chart 7, the main disadvantages associate with
manual process of lease renewal service. These problems are analyzed in multiple
responses. More time, more transportation, more cost, harassment and complexity were

the main problems in this regards.




Advantages of ,One Stop Service-"

Reduce time 81%
80%
Reduce visit 74%
Reduce corruption
Reduce harassment

Reduce labour

Reduce cost

Easy to apply
Reduce tension
Less error
Others

Chart 8: Advantages of ,One Stop Service

Chart 8 shows the advantages of one stop service for getting lease renewal service.
From multiple responses, it can be seen that respectively 81%, 80% and 74% of the
respondents opinioned that ‘one stop service’ reduced their TCV (time, cost and visit).
Besides TCV, less harassment, less labor, less tension, less error and easy procedure

were the main advantages in this regards.

Drawbacks op $Onei Se¢d

No disadvantage 82%
Problem to understand SMS
More transportation

More time

Harassment

Others

Chart 9: Drawbacks of wusing ,One Stop Serv

The study also scrutinized the drawbacks of using one stop service for lease renewal
service. Regarding the issue, about 82% of the respondents, as shown in chart 8,

opined that they faced no problems for getting service through one stop service.




However, having less education 16% of the respondents faced problem of

understanding the SMS delivered by the authority office.

Level of recipients satisfaction

Table 2: level of satisfactions

Level of satisfaction Frequency Percentages
Very satisfied 50 35.2
Satisfied 74 52.1
Moderately satisfied 17 12.0
Dissatisfied 1 0.7
Total 142 100.0

The study asked the service recipients whether they are satisfied with one stop service.
From multiple responses, it can be seen that about 52% respondents were satisfied

followed by 35% and 12% were very satisfied and moderately satisfied respectively.

Thus, almost all of them opined at different levels of satisfaction.




Reasons behind satisfaction

80%

Very satisfied Satisfied Moderately satisfied
M Less time is needed M Less labour
M Less Tension B Good Behaviour Of Officer
M Less Harassment M Less money is needed
1 Decrease corruption 1 Extra money is needed
Others

Chart 10: Reason behind the satisfaction

Beneficiaries mentioned various reasons behind their satisfaction, such as; 1) less time,
2) less tension, 3) less labor, 4) less harassment, 5) less corruption, 6) good behavior of
officials, etc. The reason of satisfaction is analyzed by multiple responses. The chart
shows (chart 10) about 75%, 52%, 47% and 42% respondents are highly satisfied
because of less money, labor and time consumption; and good behavior of officer
respectively. Besides these, 80% and 70% respondents are satisfied because of the

reduction of tension and corruption respectively.

5 RECOMMENDATIONS

‘One Stop Service’ reduced TCV (time cost and visit). However, based on the findings
some way forwards may contribute towards the better service through automated one
stop service. Such as;
A The study observed that a number of lease beneficiaries were illiterate; therefore,
phone call follow-up should be introduced along with the SMS services available

for all.




A The study also observed that educational qualification of the beneficiaries was at
lower level; therefore, follow-up SMS services should be delivered in Bengali
language.

A For further digitizing ‘one stop service’ system, it is necessary to introduce
online/banking/mobile payment system.

A For better and quick service providing, there should vest more manpower in one
stop service.

A Full digitization requires providing more modern equipment to one stop service.

6 CONCLUSION

Introducing one stop service the lease renewal process has made automated which
reduced TCV (time, cost and visit) at notable rate. Through introducing one stop service
lease renewal process has made much easier than before. Now service recipients can
easily proceed land lease renewal or name change service. The study underscored that
beneficiaries’ satisfaction has also increased by the one stop service. This system is

also helping in removing anomalies and disputes over land lease. Due to one stop

service, collection of land revenue has increased as well.




