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Municipality service office as a case study. This study employed a mixed research
approach, and data were collected through questionnaire and interview methods
obtained from both public servants and customers. The data was analysed through
descriptive analysis. Based on the analysis conducted using three core elements of
good governance—transparency, accountability, and responsiveness, the study found
that there were poor practices of good governance in urban land administration. On
the other hand, the study investigated various challenges of good governance in
urban land administration, which emanate from personal, administrative, and socio-
economic problems such as the absence of innovative figures of land registration,
lack of monitoring and evaluation, inadequate institutional performance, and absence
of reward and punishment systems. In general, the findings of this study revealed
that due to various challenges, there were poor practices of good governance in
terms of transparency, accountability, and responsiveness in the study area. These
challenges impede people’s access to quality service in urban areas and undermine
the trust between citizens and the government. Finally, enhancing institutional
capacity, consistent implementations of monitoring and evaluation, innovative figures
of land registration, and giving corrective measures for wrongdoers were stated as
recommendations.
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1 Introduction

Good governance in land management is becoming a more significant problem on
a global scale [4, 15]. Tewodros [44] asserts that the concept of good governance has
emerged as a crucial element of development and has been incorporated into devel-
opment strategy since the United Nations General Assembly summit for the Declara-
tion of Millennium Development Goals [47]. When decisions are being made about the

. ©The Author(s) 2025. Open Access This article is licensed under a Creative Commons Attribution-NonCommercial-NoDerivatives 4.0 International

D I S Cove r License, which permits any non-commercial use, sharing, distribution and reproduction in any medium or format, as long as you give appropriate
credit to the original author(s) and the source, provide a link to the Creative Commons licence, and indicate if you modified the licensed material.

You do not have permission under this licence to share adapted material derived from this article or parts of it. The images or other third party

material in this article are included in the article’s Creative Commons licence, unless indicated otherwise in a credit line to the material. If material

is not included in the article’s Creative Commons licence and your intended use is not permitted by statutory regulation or exceeds the permitted

use, you will need to obtain permission directly from the copyright holder. To view a copy of this licence, visit http:/creativecommons.org/licens
es/by-nc-nd/4.0/.


http://creativecommons.org/licenses/by-nc-nd/4.0/
http://creativecommons.org/licenses/by-nc-nd/4.0/
https://doi.org/10.1007/s43621-025-01955-7
http://orcid.org/0009-0007-6567-0506
http://crossmark.crossref.org/dialog/?doi=10.1007/s43621-025-01955-7&domain=pdf&date_stamp=2025-11-1

Tilahun and Tesema Discover Sustainability (2025) 6:1245 Page 2 of 20

distribution of resources, it is also seen as a method that gives the poorest and most
vulnerable people a voice [1, 6, 21, 24].

According to the World Bank [53], governance in Africa has become the continent’s
top sociopolitical priority in the last 20 years, even though it has been contentious since
the 1960s, when several African countries gained their independence. Administrative
inefficiencies, poverty, a lack of political commitment, widespread corruption, a repres-
sive political system, dependence on foreign systems, a weak legal system, and state sub-
servience to private interests are just a few of the problems that many African nations
continue to face despite the continent’s political landscape gradually becoming more lib-
eralized [3]. Accordingly, Wani [51] noted that the main cause of poverty in Africa is not
a lack of resources but rather bad governance.

Like many underdeveloped countries, Ethiopia has a long history of having weak gov-
ernance [26, 32]. The problems of good governance in urban land have grown more
complicated and have hampered the expansion of urban areas, even though the current
Ethiopian People’s Revolutionary Democratic Front (EPRDF) government has adopted
democratic accountability principles and made significant changes to policies and strate-
gies of urban land since the fall of the military regime [10, 43].

With a proportion of less than 25%, Ethiopia is considered to have poor governance
quality globally, even though the government has made several actions to improve its
governance in line with good governance principles [22]. According to the 2010 Ibrahim
Index of African Government (IIAG), Ethiopia’s government achieved outstanding gov-
ernance, ranking it 35th out of 53 African countries [5, 7]. Thus, since 1994, the Ethio-
pian government has been carrying out a comprehensive civil service reform initiative to
enhance performance and strengthen accountability and transparency [23, 31, 55].

Numerous socioeconomic and political issues are currently plaguing nations world-
wide [42]. According to Berhanu [10], regardless of the kind of administration, the best
outcomes for individuals and the nation’s overall development are achieved when good
governance is practiced in all its forms. As previously said, as urban land development
marks a turning point for the predominance of good governance, it is vital to assess the
practices and difficulties of good governance in urban land administration [34].

Many rising countries were facing serious economic issues by the end of the 1970s,
such as excessive inflation, fiscal deficits, an unmanageable balance of payments, and
high growth ratios brought on by population increase [34]. Several international organ-
isations implemented basic reforms, including structural adjustment programs (SAPs),
to address these concerns; nonetheless, the program encountered difficulties because of
an unexplained circumstance [4].

The failure of SAPs highlights the significance of robust institutions that successfully
implement policy. According to Transparency International [46], the Structural Adjust-
ment Programs relied on a strong, independent, and largely autonomous state—whether
democratic or not—for optimal implementation, and the programs failed in nations
where the state lacked this capacity. The development goal for good governance arose
from this acknowledged necessity for a state with strong administrative and bureaucratic
capabilities [4, 9, 30].

Globally speaking, public sector reform is the most important aspect of governance
reform since it is central to the World Bank’s broader effort to incorporate policy
reforms into the institutional and political frameworks of developing countries. Public
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sector governance reform includes pay reform, procurement reform, legislative reform,
and public financial management reform [53]. Despite the implementation of the Brus-
sels Program of Action in Africa, the Africa Governance Forum, the Africa Governance
Inventory, and the global reforms in civil service, urbanization, and financial manage-
ment, the challenges of good governance persist [52].

The administrative system’s shortcomings, such as inadequate structures, institutional
instability, ineffective services, and corruption, were evident even though Ethiopia’s
modern civil service was established in 1907 to ensure effective and orderly management
of the government’s operations [14]. Decentralization, the establishment of a federal and
parliamentary system, and the participation of political parties in political discourse are
just a few of the legal reforms that have been put into place to accomplish good gover-
nance [8, 18, 40].

To date, few scholars and practitioners have conducted studies in Ethiopia on the prob-
lems and practices of good governance. For instance, Berhanu [10] studied the urban
cadaster for urban land governance in Ethiopia. He found that there had been inequity
in land distribution and a lack of transparency and accountability. The subject of how
urban land administration is based on good governance principles rather than the func-
tions of the urban cadaster for urban governance was not considered in the study. Takele
et al. [43] on enhancing Ethiopian urban land management through good governance:
the system of urban land management lacks transparency and accountability, accord-
ing to a case study of Hawassa. Hailu [19] conducted a study on challenges and pros-
pects of good governance in Ethiopia: the case of Kemisie Town, Ethiopia. There was not
enough information in the research to address the problem of urban land. Institutions
assessed are not perfectly effective in the core elements of good governance, according
to Tewodros [44], who researched the prevalence of good governance in public sectors
in the Gedeo zone, Yirga Cheffe City Administration. This study did not consider the
practices and difficulties of good governance in urban land. The problems of good gover-
nance are still prevalent in the country, and even now, governance performance cannot
reach a reliable stage of development in the country, according to the findings of earlier
land administration studies that assessed the effectiveness of good governance in public
institutions [40]. They did not, however, concentrate on the problem of managing urban
land.

Effective land administration is closely related to good governance because it offers
the core concepts of responsibility, transparency, participation, equity, rule of law, and
efficiency that are necessary for managing land sustainably and equitably. Without effec-
tive governance, land administration systems run the danger of inefficiency, corruption,
tenure insecurity, social unrest, and unequal resource distribution. These systems over-
see vital resources that impact livelihoods, development, and stability. By ensuring that
land rights are well-defined, easily accessible, and safeguarded, that land use decisions
are inclusive and supported by evidence, that transactions are transparent, and that dis-
putes are settled fairly, good governance promotes investment, builds trust, lowers pov-
erty, and permits sustainable urban and rural development.

Because of its significant effects on social justice, accountability, and openness, good
governance in urban land administration is a sensitive issue. A comprehensive land
administration framework is needed to address these challenges and ensure successful
urban infrastructure development. Because of this, the researchers decided to include
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the three principles of good governance into the Debre Markos City Administration
Municipality Service office to conduct a study that is not considered by the practitioners
and researchers, as stated. This is primarily because (1) the services that municipalities
offer to their inhabitants make them extremely sensitive regions, and (2) municipalities
are frequently and persistently held accountable for poor governance owing to various
obstacles and limitations. Furthermore, the researchers notified the municipality com-
munity (service providers) that no research has been conducted in the study region
yet on good governance with the specified principles of accountability, openness, and
responsiveness.

Additionally, no research has been done on the issues and procedures of good gover-
nance in the administration of urban land in Debre Markos City. Thus, the researcher
was motivated to conduct this study on the problems and practices of good governance
in urban land management at Debre Markos City management to close this gap. This
study includes the three fundamental components of good governance—transparency,
accountability, and responsiveness—that the UNDP has identified.

2 Materials and methods

This study was conducted in Debre Markos City, Amhara Regional State, Ethiopia. The
geographical setting of the study focuses on Debre Markos city, which is in the East Goj-
jam Zone of the Amhara Regional State. It is situated approximately 300 km northwest
of Addis Ababa and serves as an important administrative, economic, and educational
hub in the region. The astronomical location of Debre Markos city is approximately
10°20'N latitude and 37°43'E longitude, with an elevation of 2446 m above sea level.

Mixed research techniques were employed in this study. The rationale for using a
mixed research technique is to lessen the drawbacks of a single methodology, and this
method is more recommended to have a thorough and detailed grasp of topics like the
one the researcher chose to explore. Furthermore, the combination of the two methods
offers non-overlapping shortcomings and complementary benefits for gathering trust-
worthy data. Because qualitative and quantitative methods are not mutually exclusive,
the researcher employed the quantitative method to complement the qualitative method
and to obtain more detailed data using descriptive statistics [13]. In terms of weighting,
this study places a lot of focus on qualitative data and uses quantitative data for tiny fac-
tors related to good governance principles, which are not measurable but may be mea-
sured in terms of how administration is really implemented in practice. Furthermore,
this approach is crucial to achieving the study’s goals in this situation.

The research design used in this study was cross-sectional. By gathering detailed infor-
mation under scrutiny and evaluation, the cross-sectional research design enabled the
researcher to conduct a thorough investigation of the problem. Furthermore, cross-sec-
tional studies are rapid, simple, and inexpensive to conduct [13, 25].

Debre Markos town was chosen as a case study to examine good governance prac-
tices in urban land administration due to its historical significance, poor infrastructure
allocation, and its status as the headquarters of the East Gojjam Zone. The researcher
observed urban land malpractices and was familiar with the area, making a preliminary
assessment.

The study focused on the Debre Markos City Administration Municipality Ser-
vice office, chosen for its significant role in society and diverse stakeholder relations.
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Purposive sampling was employed to select 91 respondents, with 65% of employees
being selected as participants proportionally to the number of employees in the institu-
tion. The study uses a systematic sampling method to select customers from the total
population, ensuring an exhaustive sampling frame to minimize information distortion,
and to fill out questionnaires based on their availability on different days.

Concerning the sample size of the customer respondents, the researcher employed
Yemane’s [54] formula in the following manner.

n

where:

n=sample size.

N =size of the total population.

e =the precision (acceptable error).

And then, N =60,000.

e=0.05 (5%).

Therefore, n=397.4~397.

Three office informants and five customers were interviewed to validate the question-
naire’s findings, and similar questions were requested to supplement the findings.

The researcher used semi-structured questionnaires (open-ended & closed-ended) in
a Likert scale and interviews to examine the situation of good governance in Debre Mar-
kos City Administration. The purpose of the questionnaire was to triangulate qualitative
data. Primary data was collected from public servants and customers for triangulat-
ing quantitative data, while secondary data was gathered from books, previous studies,
journal articles, documents, and video analysis. The data was collected for around three
weeks in April 2024, allowing for a clear understanding of theoretical frameworks, prob-
lem investigation, and understanding of city dwellers’ attitudes and behaviours towards
good governance. The researchers analyzed and presented data in the form of tables and
percentages through descriptive statistical analysis.

2.1 Ethical consideration

Research involves ethical considerations. Consequently, throughout the research pro-
cess, the researcher honors the informants’ rights, needs, cultures, values, and prefer-
ences [13, 38]. Only those willing participants who are targeted in the study are included
by the researcher after informing them of its purpose, acknowledging its findings to the
relevant organs, and protecting the respondents’ confidentiality [11, 33, 36]. In this con-
text, Halai [20] went on to say that the researcher owes it to their respondents, read-
ers, and beneficiaries of their results to give them a summary of the risks and rewards
of their participation. The researcher obtained a letter from the Department of Political
Science and International Relations stating they respect ethical standards, maintain con-
fidentiality of information, and acknowledge all authors in citations and references for

participant security.

3 Findings and discussion

3.1 Practices and challenges of good governance in urban land administration

To accomplish the goals of the study, the researcher makes an effort to focus on the real-
world applications and difficulties of good governance in urban land management that
are connected to the theories and literature in the field of study. Due to a number of
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issues, the urban land administration department of the Debre Markos City Adminis-
tration Municipality Service office has inadequate real practices of good governance,
according to the data collected using both qualitative and quantitative data-gathering
methodologies. The specifics are covered in the next subsections.

3.2 Transparency in urban land administration

Transparency, which is the basic ingredient of good governance in urban land admin-
istration, here means a free and open flow of information from the government institu-
tions to the public. There are different mechanisms to promote transparency in urban
land administration. In this regard, the theory of subsidiarity/multi-level governance
assured that establishing systems of the power of delegation in the public sector verti-
cally towards the lowest level and horizontally to the private actors plays a significant
role in ensuring transparency in public institutions [23].

The table describes public servant respondents on the procedures for the collection of
citizens’ complaints, petitions, and suggestions with an institutional follow-up. Accord-
ingly, 45% (41) and 34% (31) of the respondents replied disagree and strongly disagree on
the procedures for the collection of citizens’ complaints, petitions, and suggestions with
an institutional follow-up. This indicates that the practical exercise of transparency in
line with compliance and grievance handling mechanisms in the study area was poor. A
key interviewee participant affirms this fact as:

“We raise grievances, complaints, and petitions towards the institution, but our
complaints are simply registered in the diaries. In practice, there are no effective
routines for addressing our petitions and complaints within this office” (Personal
interview 2, 2024).

This interview demonstrates that customers have a right to raise complaints and griev-
ances towards the institution; however, complaints were simply put down on the docu-
ment and not put into practice towards the interests of customers.

A study by Berhanu [10] assured that weak executions of grievance and complaint
handling systems are one factor that affects urban land governance. Takele et al. [43]
illustrated that the absence of complaint-handling mechanisms is the basic constraint at
the municipal level to achieve good governance in urban land administration. The study
further indicated that unless this problem is reduced, good governance in urban land
administration is merely in theory. Correspondingly, this study revealed that there were
poor performances of complaint and grievance-handling mechanisms in the Debre Mar-
kos City Administration Municipality Service Office. This weak performance affects the
prevalence of good governance. On the other hand, respondents requested clarity in the
decision-making process.

As indicated in Table 1, 36.4% (33) and 20.2% (19) replied strongly disagree and dis-
agree, respectively, on the clarity of decision-making in land administration. While the
remaining 23.3% (21), 12.3% (11), and 7.8% (7) agreed, strongly agreed, and were unde-
cided, respectively.

In relation to this idea, a key informant affirms,

“l heard a term, transparent decision-making, mostly with mass media. In practice,
the decisions made by the officials are not transparent” (Personal interview 4, 2024).
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Table 1 Public servant’s attitude towards transparency. Source Our Survey, 2024

Items Category Frequency Percentage
Are there any procedures Strongly agree 12 133
for the collection of citizens'  Agree 4 44
com_plaintg, petiﬂ.ons_ an_d U9 Disagree 41 45
?Oeuséizgws with an institutional Strongly Disagree 30 34
Undecided 3 33
Total 91 100
Clarity of decision-making Strongly agree 11 123
process Agree 21 233
Disagree 19 20.2
Strongly Disagree 33 364
Undecided 7 7.8
Total 91 100
Is there any public review of ~ Strongly agree 8 8.8
the budget in your office Agree 13 143
Disagree 36 39.5
Strongly Disagree 31 341
Undecided 3 33
Total 91 100
Openness of the institution Strongly agree 13 143
Agree 26 286
Disagree 37 40.6
Strongly Disagree 9 9.9
Undecided 6 6.6
Total 91 100

This indicates that there was a problem regarding the decision-making process of the
study area.

Regarding public review of the budget, 39.5% (36) and 34.1% (31) of public servant
respondents replied disagree and strongly disagree, respectively. According to these
respondents, there was weak exercise of monitoring and evaluation related to the insti-
tution’s budget. Hence, the study found that there were poor practices of monitoring and
evaluation in line with public review of the budget. It is also a constraint for the preva-
lence of good governance in urban land administration in the study area. In line with
this, Akalie [4] proved that weak practices of monitoring and evaluation in the public
budget encourage inappropriate use of public resources in the whole activity.

Respondents also requested openness from the institution. As can be seen in Table 1,
40.6% (37) and 9.9% (9) of respondents confirmed that they disagree and strongly dis-
agree. The rest of them, 28.6% (26), 14.3% (13), and 6.6% (6), replied agree, strongly
agree, and undecided, respectively. This indicates that there were no accommodations
for different opinions, experiences, or new ideas in the study area. In support of this, Suk
et al. [41] asserted that transparent governance signifies an openness of the governance
system through clear processes; procedures and easy access to information for citizens
encourage ethical awareness in public service, which ultimately ensures transparency for
the achievements of organisations. Similarly, Deininger [15] proved that many countries
determined innovative figures of land registration and integrated institutional reform,
which increased the security of the urban land and transparency of the institution. As
scholars stated, institutional openness plays a vital role in the prevalence of good gover-
nance in urban land administration. Though, practical exercise of lack of willingness to
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receive different opinions from the office was a challenge to realize good governance in
the study area.

Table 2 presents public servant respondents’ responses on the peaceful coordination
of the staff members. Of them, 35.2% (32), 23.1% (21), and 20.9% (19) understood the
low, very high, and high ranges. Whereas the remaining 12% (11) and 8.8% (8) argued
on medium and very low. This implies there was no attractive working system within the
institution. The following explanation of participants is important to illustrate this point:

“The institution’s public employees did not work together harmoniously. Because we,
the clients, faced difficulties when the service was provided. They replied, “This is
not my respounsibility, and asked others to undertake the task even though they com-
pleted it alone” (Personal interview 3, 2024).

According to the theory of multi-level governance, consensus and smooth coordination
among public servants help to improve the effectiveness of public service delivery and
implementations of development strategies [12]. From this, we can understand that there
were no coordination and a conducive working environment in practice in the study
area, since it is a constraint to successful good governance in urban land administration.

In line with this, Melkamu and Shewakena [29] asserted that poor coordination
between the public servants has negative consequences on the systems of service deliv-
ery. Data obtained from the key informant interview affirmed this, as:

“Lack of coordination among the public servants is a great obstacle within this office.
It affects not only the customers but also the service quality of the institution and the
urban infrastructure allocation in the study area.” (Personal interview 5, 2024,).

From the explanation of the participant, we can assert that there were practical prob-
lems regarding coordination and cooperation among the public servants to achieve the
objectives of the institution in the study area.

Likewise, on the levels of free flow of information within the institution, many respon-
dents, 37.4% (34), implied low, and 25.2% (23) argued for very low. This indicates that

Table 2 Public servant perception on transparency in the institution. Source Our Survey, 2024

Items Category Frequency Percentage
Coordination among staff members Very High 21 23.1
High 19 209
Medium 11 12
Low 32 352
Very Low 8 838
Total 91 100
Free flow of information Very High 6 6.6
High 11 12.1
Medium 17 187
Low 34 374
Very Low 23 25.2
Total 91 100
Freedom of a public servant Very High 12 13.2
High 15 165
Medium 18 19.8
Low 22 24.2
Very Low 24 26.3

Total 91 100
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there was a very low level of free flow of information. Transparency International [46]
confirms the finding that organizations must be open in the clear disclosure of infor-
mation, rules, plans, processes, and actions. On the other side, respondents requested
the freedom of public servants in the institution. Accordingly, most of the respondents,
26.3% (24), indicated very low, and 24.2% (22) understood on low. From this, we can
realise that there are no freedoms for public servants to perform their duty transpar-
ently. Data from one key respondent asserted this as.

“Higher-ranking authorities in this position considered that we had negative opin-
ions toward the neighborhood and the nation’s overall progress unless we were mem-
bers of the governing party. As a result, we are restricted in every way and included
on a blacklist” (Personal interview 2, 2024).

This indicated that public servants in the study area have no freedom to exercise their
duty if they are not members of the ruling party. In this regard, Akalie [4] proved that if
the freedom of public servants is restricted, it results in a negative impact on the prev-
alence of good governance since public servants play a central role in bringing socio-
economic change in urban land as well as in all parts of a country. In spite of this fact,
the study concludes that without developing democratic culture, prevailing good gover-
nance in urban land administration is impossible within the study area.

As shown in Table 3, customer respondents requested a level of transparency that they
believed to play a vital role in knowing the practices and constraints of good governance
in urban land administration. Thus, 44.7% (175) and 31.6% (124) of respondents under-
stood “strongly disagree” and disagree with the service provider institution timely and

transparently informing you whenever changes in service provision are made. These

Table 3 Customer's perception towards transparency. Source Our Survey, 2024

Items Category Frequency Percentage
Does the service provider institu- ~ Strongly agree 31 79
tion timely and transparently Agree 49 125
mfor.m you vybenever changes in Disagree 124 316
service provision are made Strongly Disagree 175 447
Undecided 13 33
Total 392 100
Can you easily provide your com-  Strongly agree 54 138
plaints, suggestions, comment Agree 71 18.1
and questioms for your service Disagree 131 334
provider office Strongly Disagree 113 289
Undecided 23 58
Total 392 100
Have you ever asked irregular pay- Strongly agree 97 24.7
ments by officials of the service Agree 127 324
provider office to accomplish Disagree 65 166
your task Strongly Disagree 79 20.2
Undecided 24 6.1
Total 392 100
Community participation in the Strongly agree 89 227
office Agree 66 168
Disagree 116 29.7
Strongly Disagree 95 242
Undecided 26 6.6

Total 392 100
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poor practices of the institution create service delays and wastage of resources. In this
regard, FAO [17] and Van [49] assured that transparency in urban administration is
expressed in the accessibility of land information, procedures for service delivery, and
value of land. From the perspectives of the above statement, the study found that there
were poor executions on the sides of transparency in the study area. Despite this, chal-
lenges were aggravated.

On the other side, on the ease of providing comments, suggestions, complaints, and
questions to the service provider institution, the majority, 33.4% (131) and 28.9% (113),
argued that they disagree and strongly disagree. 18.1% (71), 13.8% (54), and 5.8% (23)
indicated that they agreed, strongly agree, and are undecided, respectively. Therefore,
there was a problem regarding easily providing comments, suggestions, and petitions to
the office.

In addition to this, almost all the key participants in the interview pointed out that:

“We cannot forward our complaints and comments towards the institution because
no change at all will occur whether we speak or not. On the contrary, we are in dan-
ger because of our speech. In order that being silent is our best option.” (Personal
interview 5, 2024.).

From this expression, we can understand that individuals have a right to forward their
petitions, comments, suggestions, and questions in the direction of the institution. How-
ever, they believed that there was no change by their speaking. This was due to a lack of
motivation and willingness from the public servants to address complaints. Informants
also elaborated that because of this, the process of service delivery in the study area was
anxious.

Similarly, respondents also understood the request for irregular payments by pub-
lic servants of the service provider institution to accomplish one’s task; many respon-
dents, 24.7% (97) and 32.4% (127), confirmed they strongly agreed and agreed. While, of
20.2% (79), 16.6% (65), and 6.1% (24) strongly disagree, disagree, and are undecided in
the order given. As respondents stated, customers are requested by public servants for
irregular payments. Regarding this, a key informant claimed:

“Within this institution, if you give something to the public servants, you have an oppor-
tunity to access speedy and modern service unless it is too difficult and complicated. (Per-
sonal interview 2, 2024).

Nevertheless, we have realized that practices of public servants interest towards per-
sonal payment in addition to their monthly salary undermine the trust between custom-
ers and the institution in the study area. In line with this, most of the participants spoke
the Amharic phrase “®H28 NT4L& NA9C ABUT NAE ®h L (mezegaja stehied beegir
sayhon beij mehed), literally meaning if customers gave something to the public servant,
there you have an opportunity for speedy service; if not, it was impossible. It disposes
of not only the urban development but also the entire economic, social, and political
dimensions of a country. A study by Koroso and Zevenbergen [24] elucidated that cor-
ruption, especially in the land sector, is a cruel problem to achieving good governance in
urban land administration.

Depending upon community participation in the institution, large numbers of respon-
dents apprehended that 29.7% (116) and 24.2% (95) disagree and strongly disagree. This
indicates there was low community participation within the institution. The finding is
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proved by the African Governance Report [2], which noted that limited community par-
ticipation in the performance of public institutions either directly or indirectly encour-
ages maladministration. From the above statement, this study shows that without the
active participation of the citizen, it is difficult to accomplish the aspiring goals of the
study area.

Table 4 describes customer respondents requested to answer the assessment of obtain-
ing information on land laws and regulations. The result reveals that 32.7% (128) and
22.4% (88) replied somewhat easily and more, while 19.5% (76) and 14.1% (55) appre-
hended “easy” and very difficult. This implies that there was a practical exercise of the
unavailability of information related to rules and regulations on urban land in the study
area. FAO [17] further approved a finding that, as land is the single greatest resource
for human beings, citizens’ access to land rules and land regulation must be easy, oth-
erwise, improving good governance in urban land is unimaginable. This implies that the
inaccessibility of regulations on the urban land hampered to realize of good governance
in the issue of urban land administration in the study area. In the same vein, a study
by Van [49] asserted that the basic factor in implementing good governance in urban
land administration is due to a lack of access to land, information, rules, and regulations.
Hence, lack of access to information on land laws and regulations was another constraint
to prevailing good governance in urban land administration in the study area.

Similarly, out of the total respondents, 37% (145) and 31.2% (122) argued low and very
low in the evaluation of the institution in terms of the principle of transparency. This
shows that there was very low achievement considering the principles of transparency in
the study area. In support of this, Mas et al. [28] asserted that transparency, as a popular
term, contains openness, truth, public peace of mind, and clarity, that is crucial to sus-
tain pillars of economic, political, and social development. Depending upon the above
statement, there was weak performance in terms of transparency within the institution.
This study concludes that low accessibility of transparency to scrutiny undermines pub-
lic confidence towards the institution, and the lack of openness is another constraint of
good governance in urban land administration in the study area.

In general, the result of this study showed that in the Debre Markos City Administra-
tion Municipality Service Office, there were practices of inaccessibility of land-related
rules and regulations and a lack of openness. On the other hand, some challenges affect
good governance, considering transparency in urban land administration in the study
area, such as weak monitoring and evaluation and a lack of democratic culture.

Table 4 Customer’s attitude towards transparency. Source Our Survey, 2024

Items Category Frequency  Percentage

The easiness to obtain information on laws and regulations  Very difficult 55 14.1
Difficult 88 224
Somewhat easy 128 327
Easy 76 19.5
Very much easy 44 11.3
Total 392 100

Evaluation of the office in terms of transparency Very High 26 6.7
High 37 95
Medium 61 15.6
Low 145 37
Very Low 122 31.2

Total 392 100

Page 11 of 20
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3.3 Accountability in urban land administration

Accountability helps to bring public servants closer to the customers and thereby
increases the capability of poor landowners to access services. Deininger 15 indicated
that an accountable and well-defined urban land administration system is relevant to
providing sustainable resource management, urban investment, and allocation of social
services at a minimum cost by implementing decentralization of the urban land admin-
istration system.

As reported in the Table 5, 42.9% and 20.9% (19) disagree and strongly disagree. Of
them, 19.8% (18), 14.3% (13), and 2.1% (2) argued to agree, strongly agree, and unde-
cided, respectively. On the other side, public servant respondents also 42.9% (39) and
28.6% (26) strongly agreed and agreed on officials’ accountability upwards for their party
leaders. This indicates that officials are more responsible upwards to their party lead-
ers than downwards to the citizens. Therefore, this study displayed that officials in the
public institution should not be answerable to the customers in various aspects of their
activities, which was practised in the study area. Takele et al. confirm the finding [43]
that officials’ internal accountability to the government and external accountability to
the people play a significant role in the proper execution of public institutions. From
this point of view, the study found that the absence of officials’ external accountability
towards the people was a constraint for the prevalence of good governance in urban land
administration in the study area.

As indicated in the above table, on the institution’s published performance delivery
standard, most of them, 52.8% (48), agreed, and 25.2% (23) of respondents strongly
agreed. While 9.9% (9) replied strongly disagree, 7.7% (7) disagreed, and the rest, 4.4%
(4), were undecided. From this, we can understand that there were institutional service

Table 5 Public servants'perception towards accountability. Source Our Survey, 2024

Items Category Frequency Percentage
Are officials answerable Strongly agree 13 14.3
downward to the people? Agree 18 19.8
Disagree 39 429
Strongly Disagree 19 209
Undecided 2 2.1
Total 91 100
officials accountable upward ~ Strongly agree 39 429
for their party leaders Agree 26 286
Disagree 12 13.2
Strongly Disagree 10 10.9
Undecided 4 4.4
Total 91 100
Does your office have a pub-  Strongly agree 23 252
lished performance delivery  Agree 48 528
standard? Disagree 7 7.7
Strongly Disagree 9 9.9
Undecided 4 44
Total 91 100
Is there any public review of  Strongly agree 6 6.6
the budget in your office Agree 14 154
Disagree 41 451
Strongly Disagree 28 30.8
Undecided 2 2.1

Total 91 100
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delivery standards in the study area. However, the enforcement and applicability of the
standards are still at an infant stage. Related to public review of the budget of the institu-
tion, 45.1% (41) indicated disagreement, and 30.8% (28) strongly disagreed. Whereas the
remaining 15.4% (14), 6.6% (6), and 2.1% (2) understood and agreed, strongly agreed,
and were undecided, respectively. Despite this fact, like that of customers, public ser-
vants further indicated that there was poor performance of monitoring and assessment
in the public review of the budget. Hence, poor assessments and evaluations of public
budgets affect not only the economic dimensions of the institution but also every dimen-
sion within the study area. The study revealed that poor performance of monitoring and
evaluations becomes a challenge to ensure good governance in urban land administra-
tion in the study area.

Table 6 clearly depicts that most respondents, 28.6% (26) and 24.1% (22), indicated low
and very low ranges of observance of the rule of law within the institution. Of them, the
rest 20.9% (19), 16.5% (15), and 9.9% (9) respondents indicated levels of medium, high,
and very high. This indicated that the nature of observing the rule of law within the insti-
tution was poor. In spite of this, the study found that there was a gap in preserving the
rule of law. Regarding this, Akalie [4] proved that the main contributing motive to brib-
ery was, besides the low practice of the rule of law. Moreover, low practice of the rule of
law was another constraint in urban land management in the study area.

Similarly, respondents further requested respect for public servants’ professional code
of ethics. As a result, large numbers of respondents, 35.1% (32) and 29.7% (27), indicated
very low and low. This implies that the performance of the office related to the profes-
sional code of ethics was simply on paper values. There were no practical exercises in
line with the professional code of ethics. Regarding the effective, efficient, and ethical

Table 6 Public servants attitudes on accountability in the institution. Source Our Survey, 2024

Items Category Frequency Percentage
Observance of the rule of law Very High 9 9.9
High 15 165
Medium 19 209
Low 26 28.6
Very Low 22 241
Total 91 100
Respecting of public servants’ professional ethics Very High 4 44
High 7 77
Medium 21 23.1
Low 27 29.7
Very Low 32 351
Total 91 100
Effective, efficient and ethical use of resources Very High 2 2.2
High 6 6.6
Medium 25 27.5
Low 31 34
Very Low 27 29.7
Total 91 100
Prevalence of corruption Very High 22 242
High 28 308
Medium 19 209
Low 13 14.2
Very Low 9 9.9

Total 91 100
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use of resources, respondents 34% (31) and 29.7% (27) strongly asserted it was low and
very low. This indicated that the institution’s perspective on the effective, efficient, and
ethical use of resources was very low. Likewise, respondents’ 30.8% (28) and 24.2% (22)
also show the high and very high levels of corruption. Hence, due to poor performance
of professional codes of ethics and improper use of public resources, the levels of cor-
ruption become high, and prevailing good governance in urban land is complex in the
study area.

In relation to this, Dinka et al. [16] and Wani [51] affirmed that as land is the most
exposed area for corruption, the rampant frequency of corruption in urban land admin-
istration affects social, economic, and political spheres of a country. Deininger 15 and
Shimelis [39] further strongly asserted that if the urban land management system is
exposed to corruption, too many staff, and untrustworthiness, it will be severely difficult
to uphold confidence in the rule of law. Therefore, the result of this study shows that
inappropriate use of public resources and poor performance of professional codes of
ethics were common practices in the study area. Besides, they were indispensable chal-
lenges towards exercising good governance in urban land administration in the study
area.

As depicted in Table 7, on the public review of the budget, many customer respon-
dents, 36.2% (142), disagreed, and 27% (106) strongly disagreed. While other respon-
dents, 18.6% (73), replied with strongly agree, and 16.7% (65) agreed, the rest, 1.5% (6),
argued for undecided. About this, Mardiasmo [27] stated, Miserable exercise of moni-
toring and evaluations of public budget leads to problems of good governance and dete-
rioration of one’s country’s economy.

Similarly, 33.9% (133) and 29.8% (117) of respondents gave silent consent to strongly
disagree and disagree on the equitable allocations of urban land administration in the
study area. Here, we can understand that there were practices of biased allocations of
urban land in the study area. The following participant illustrated this fact as follows:

“Even though the government was assessed on providing urban land for those home-
less citizens currently in the study area, the problem was on equitable allocations of
the land” (FGD 4, 2024).

Accordingly, the study revealed that a lack of fair allocations of urban land becomes a
factor for the prevalence of good governance in urban land administration.

As shown in Table 8, respondents were requested to give their views towards the
nature of observing the rule of law closely related to urban land. As a result, 39% (153)

Table 7 Customer’s attitude towards accountability. Source Our Survey, 2024

Items Category Frequency Percentage

Is there public review of the budget Strongly agree 73 18.6
Agree 65 16.7
Disagree 142 36.2
Strongly Disagree 106 27
Undecided 6 1.5
Total 392 100

Are there equitable allocations of urban land administration ~ Strongly agree 83 212
Agree 57 14.6
Disagree 17 29.8
Strongly Disagree 133 339
Undecided 2 0.5

Total 392 100
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Table 8 Customer's perception towards accountability. Source Our Survey, 2024

Items Category Frequency Percentage

Observance of the rule of law related to urban land Very High 16 4.1
High 27 6.9
Medium 84 214
Low 112 286
Very Low 153 39
Total 392 100

The efficiency of your service provider institution Very High 32 8.2
High 66 168
Medium 106 27
Low 99 253
Very Low 89 22.7
Total 392 100

and 28.6% (112) argued for it being very low and low. In support of this, one key infor-
mant from the customers stated:

“Frankly speaking, there is no ethics, humanity, or abiding by the law within the
public servants of the study area. In my opinion, compared with other institutions,
it is the first to depend upon the absence of good governance’ (Personal interview 1,
2024).

This indicated that the nature of observance of the rule of law within the institution
was very low. Regarding this idea, the theory of subsidiarity affirmed the finding that
the absence of power of delegation vertically to the lowest level and horizontally to pri-
vate sectors encourages lawlessness and affects service delivery of the institutions [12].
Regarding the efficiency of the service provider institution, most of the respondents,
25.3% (99) and 27% (106), replied at the low and medium levels. The remaining 22.7%
(89), 16.8% (66), and 8.2% (32) understood on very low, high, and very high in that order.
This study shows that there was low efficiency in performance. In spite of this fact, the
study revealed that there was poor achievement in service delivery within the study area.
In relation to this, USAID [48] asserted that as land is the centre of economic, social, and
political assets for individuals, this poor quality has its own negative impact on custom-
ers. The finding is further confirmed by Palmer et al. [35], as land remains the center for
all issues,poor performance of land governance is a grassroots factor for different land-
related problems.

In general, depending on the findings shown in the Debre Markos City Administra-
tion Municipality Service Office, there were practices of officials's lack of accountability
downward to the customers, fewer practices of institutional service delivery standards
and biased allocations of urban land. On the other hand, some factors affected good gov-
ernance in terms of accountability in urban land administration in the study area.

3.4 Responsiveness in urban land administration
Despite there being no consensus on how to define the term, it has been taken as a core
principle of good governance. As Vigoda [50] noted, responsiveness is not easy in gov-
ernance literature and undoubtedly is critical for politicians, citizens and bureaucrats
(Table 9).

Results shown in Table 9, on the interest of their profession and service delivery of
the institution, most of the respondents argued 34% (31) were very low, and 27.5% (25)
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Table 9 Public servants’attitude towards responsiveness. Source Our Survey, 2024

Items Category Frequency Percentage

Your interest in your profession, and the service delivery of the office  Very High 10 11
High 12 132
Medium 13 14.3
Low 25 27.5
Very Low 31 34
Total 91 100

Speedy and modern service delivery Very High 5 55
High 16 176
Medium 24 264
Low 21 23
Very Low 25 27.5
Total 91 100

understood them to be low. While the rest, 14.3% (13), 13.2% (12), and 11% (10), were
apprehended on medium, high, and very high in a relative manner. Accordingly, most of
the public servants were not satisfied with their profession and service delivery. Respon-
dents strongly affirm:

“Being a public servant in the department of municipality was cruel since there were
no incentives, punishments for wrongdoers, or compatible salaries with our severe
work?” (Personal interview 3, 2024,).

In this regard, the theory of multi-level governance affirmed that incentives from the
institution towards the public servants are important to ensure good governance in
public institutions [37, 45]. Proponents of this theory illustrated that incentive sys-
tems encourage competition, and this competition brings quality service delivery. As a
result, this study found that the absence of rewards and incentive systems was a factor in
enhancing good governance in urban land administration in the study area.

On the other hand, respondents understood 27.5% (25) as very low, 23% (21), and
26.4% (24) as medium regarding speedy and modern service delivery. Of them, the rest
23% (21), 17.6% (16), and 5.5% (5) replied low, high, and very high, respectively. This
shows that more or less the majority of respondents replied, as there was no speedy
and modern service delivery. Despite this fact, we can understand that there were
actual practices of a lack of quick service delivery in the study area. From this, the study
revealed that the absence of modern service delivery was a constraint to good gover-
nance in urban land administration in the study area.

Table 9 describes the customers’ response to the satisfaction levels of customers with
the service provided by the institution. Accordingly, most respondents were not satisfied
with the service provided by the institution. 36% (141) replied very low, and 31.4% (123)
replied “low. This implies that most of the respondents were not interested in access to
the government service delivery. The following participant proved this, as:

“I never expect satisfaction from the service delivery of the municipality service office
since delaying service within this office is common and prominent. I believe that all
individuals are aware of this problem.” (Personal interview 5, 2024).

From this interview, we can understand that service delays affect the performances of
service delivery in the municipality service office of the study area and are still severe.
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Table 10 Customer’s attitude towards responsiveness. Source Our Survey, 2024

Items Category Frequency Percentage

The satisfaction level of customers with the service provided by the office  Very High 22 56
High 21 53
Medium 85 21.7
Low 123 314
Very Low 141 36
Total 392 100

Response to your question is timely and effective Very High 33 84
High 55 14
Medium 66 16.7
Low 109 279
Very Low 129 33
Total 392 100

Table 10 shows that most of the respondents, 33% (129), answered very low, and 27.9%
(109) implied “low. While the remaining 16.7% (66), 14% (55), and 8.4% (33) were under-
stood at medium, high, and very high levels, respectively. Concerning this, one key infor-

mant interviewee strongly assured that:

“I came to this institution to look at the housing design and map, but I'm not sure
how to describe it because it’s so tough and complex. The institution has some fun-
damentally perplexing circumstances. I believe they are unaware of the community
they serve. This institution’s convenient service acquisition is not commendable”
(Personal interview 1, 2024).

In support of this, another informant in the interview verifies the above statement as
follows: “If you know one public servant who works at this institution, even if it is the
sanitarian, you have acquisition of easy and simple service; if not, acquisition of simple
service is so hard. Everything depends upon knowing others”

From the above expression, we can understand that there were real practices of no
response to customers’ questions, and easy responses were based on relationship and
friendship. A study by Mhrtay [31] showed that speedy and modern service delivery in
public institutions is one of the measuring criteria for wise implementations of good
governance in the office of land administration. This indicated that the lack of modern
and speedy service delivery was a factor that undermined the prevalence of good gover-
nance in urban land administration in the study area. This study concludes that there are
no systematic and modern mechanisms towards active delivery service in the study area.
Because of this, large numbers of customers have a negative attitude towards the institu-
tion considering transparency, accountability, and responsiveness.

In general, based on the findings shown above, there were practices of service defi-
ance. On the other hand, some challenges affect good governance in terms of respon-
siveness in urban land administration in the study area, such as the absence of rewards
and punishments and a lack of modern service delivery.

4 Conclusion and recommendation

4.1 Conclusion

Based on the findings of qualitative and quantitative data, the following conclusions are
drawn. The study revealed that there is a lack of transparency in governance practices,

including customer feedback, a lack of an impressive working environment, irregular
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payment, limited community participation, and inaccessibility of land-related rules. The
study found that officials in the study area lack accountability, practice biased urban land
allocations, and lack professional ethics, resulting in poor governance and corruption
in urban land administration. This study examines good governance practices in urban
land administration, focusing on responsiveness, public servant dissatisfaction, and ser-
vice defiance, while also addressing challenges like lack of rewards and punishments.

4.2 Recommendation

Based on the findings of this study, the following recommendations are made. Citizens
in the study area served as watchdogs via the office to fight against bureaucratic delays
and to reduce the level of fraud in urban land administration. It is recommended that the
office need to recruit and assign well-trained and qualified public servants who follow
and abide by a professional code of ethics. The office needs to priorities the problems
that need quick fixation and urgent response. The offices need to fight corruption by
aggressively mobilising citizens via conducting continuous awareness seminars, training,
and workshops. The office should pay close attention to incentives for public servants
that depend upon work experience and efficiency.

Bureaucracy in land governance was one of the limitations and areas for future
research. It will be better if the office is quick in giving solutions for complaints and peti-
tions of the customer. If not, customers blame not only the office but also the overall sys-
tems of the government. The office management needs to be open for public review and
evaluation. Otherwise, the institution cannot apply public review, and the evaluation
could not be transparent. The government should implement innovative forms of land
registration and initiate institutional reform to increase the security of the urban land
and strengthen the checks and balances system. The government should take corrective
measures for wrongdoers to reduce bureaucratic delays in service delivery. Furthermore,
institutions lose the customers’ confidence they have and lose their time and money.
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