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Results of the research Results of the research –– useruser satisfactionsatisfaction
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� Satisfaction of users of Municipal Court land regis try offices

� Satisfaction of users of cadastre

Results of the research Results of the research –– useruser satisfaction satisfaction ––
citizenscitizens
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� The study was conducted in  major county Municipal Court land registry 

offices and cadastre offices

� Survey was conducted by face-to-face interviews in the major county 
Municipal and cadastral offices, which means that respondents were 

chosen among users within survey time period. Respondents were 

selected randomly, in a way that every N user was selected when 
exiting the facilities.

� The survey was conducted during the period between October 26th and 
November 9th, 2009.

� 1513 users were interviewed in the Municipal Court land registry offices 

and 1536 users were interviewed in the cadastral offices.  

Methodology
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� Sample – Municipal Courts land registry offices

OFFICE N

ZAGREB 190

RIJEKA 130

ZADAR 125

PULA 108

SPLIT 100

OSIJEK 100

DUBROVNIK 75

ŠIBENIK 75

SLAVONSKI BROD 75

VARAŽDIN 75

OFFICE N

KARLOVAC 75

VUKOVAR 50

VIROVITICA 50

ČAKOVEC 50

BJELOVAR 50

SISAK 50

KOPRIVNICA 50

POŽEGA 30

GOSPIĆ 30

KRAPINA 25

TOTAL = 1513 TOTAL = 1513 
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%N

37,7571Faculty

2,335Unknown

50,4762High school

9,6145Elementary school

Education

19,3292More than 60

37,156245-60

26,339831-44

17,3261Up to 30

Age 

Female

Male

44,4672

55,6841
Gender

1001513Sample

� Sample – Demographic structure of land registry offi ce users 
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Reason of the arrival at Land registry office
Which service did you need today from this land registry office?

56
17

4
4
3
2
2
2
2
1
1
1
1
1
1
1
3

Issuance of title sheet

Registration of change

Correction of address or number of parcel
Confirmation of non-possession of real

property
Deleting the mortgage

Registration of mortgage

Registration of subdivision

Registration of an object
Verification of ownership/real

property/insight
Registration of condominium co-ownership

Deleting the life-long usufruct
Registration of division or dissolution of co-

ownership
Certifications in general

Notation of dispute

Suggestions and complaints

History extract

Other

*All respondents, N=1513

%
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Status of the case
What is the status of your case?

*All respondents, N=1513

2029 51

The request has just been submitted The case is being processed 
The case has been processed 

%

10

56

11
4 8 6

2 5 8

61

12
5 8 7

2 6

1 day Up to one
week

From 1 to
2 weeks

From two
weeks to

one month

From one
month to

six
months

From 6
months to

a year

More than
a year

No answer

All whose matter is in the solving or has been solv ed Only those who stated duration

www.uredjenazemlja.hr

Duration of the procedure

What is the procedure duration - from its beginning till today in days or months?

* Only respondents whose matter is in the solving o r has been solved, N=1073 

%
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61

12
5

8 7
2

6

44

21

7
11 8 5 4

1 day Up to one
week

From 1 to
2 weeks

From two
weeks to

one month

From one
month to

six
months

From 6
months to

a year

More than
a year

No answer

2009 2006

www.uredjenazemlja.hr

Duration of the procedure – comparison with 2006

What is the procedure duration - from its beginning till today in days or months?

* Only respondents whose matter is in the solving o r has been solved, N=1073 

%
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Procedure duration by the type of the procedure

11

5

11

5

22

11

47

32

19

R
egistration of m

ortgage

5

20

5

15

10

15

30

20

R
egistration of subdivision

3

20

3

14

14

7

28

31

29

D
eleting the m

ortgage

11

8

3

17

8

8

14

31

36

O
ther

11

20

05

15

11

19

58

36

C
onfirm

ation of non-possession 
of real property

5

2

5

12

12

15

17

32

41

C
orrection of address or num

ber 
of parcel

1

14

5

14

17

8

20

21

152

R
egistration of change

9

2

1

2

5

2

7

72

660

Issuance of title sheet

07.7

05.0

02.1

06.2

07.5

04.3

11.2

56.0

1073

W
hole

sam
ple

2514252240104019
From one month to 
six months

0817222019
From two weeks to 
one month

081411101007From 1 to 2 weeks

11

11

11

22

9

N
otation of dispute

10

10

20

10

10

10

D
eleting the life-long usufruct

05

20

05

20

20

10

R
egistration of condom

inium
 co-

ow
nership

10

20

20

10

20

10

R
egistration of an object

14

29

14

14

7

R
egistration of division or 

dissolution of co-ow
nership

25

75

75

8

C
ertifications in general

6

6

28

50

16

V
erification of ow

nership/real 
property/insight

11

75

03

14

31

4

S
uggestions and com

plaints

17

67

6

H
istory extract

N

Duration
of 
procedure

No answer

More than a year

From 6 months to a 
year

Up to one week

1 day

* Only the respondents whose matter is in the solvi ng or has been solved N=1073 
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For whom the case is being processed
Are you processing this case for yourself, for the legal entity where you work or are you a 
representative of a party?

*All respondents, N=1513

83 9 9

My private case For the legal person where I work I represent a party

%
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Satisfaction with the service in the procedure
Please evaluate how satisfied you were with the service provided to you throughout your procedure 
or the procedure you conducted in this office / cadastral branch office.

4,4

4,4

4,1

4,1

4,0

4,1

4,1

4,1

3

4

4

6

7

7

5

5

3

3

7

6

7

6

5

6

9

9

15

16

14

13

14

16

20

20

20

21

18

17

19

24

65

61

51

50

51

52

48

48

1

3

4

1

3

6

10

2

Kindness and politeness of employees

Completeness and accuracy of information 

Availability of information

Time period of waiting in the office to submit
or retrieve a document

Simplicity of procedure

Speed of processing a case

Possibilities of obtaining the information on
the flow of procedure

Your overall experience with the land registry 

Very bad 2 3 4 Very good DK

*All respondents, N=1513

%
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Satisfaction with the service in the procedure –
comparison with 2006 

Please evaluate how satisfied you were with the service provided to you throughout your procedure 
or the procedure you conducted in this office / cadastral branch office.

*All respondnets, N=1513

4,4

4,4

4,1

4,1

4,1

4,1

4,0

4,1

4,5

4,4

4,2

3,9

4,1

4,2

4,1

4,2

Kindness and politeness of employees

Completeness and accuracy of information 

Availability of information

Time period of waiting in the office to submit
or retrieve a document

Simplicity of procedure

Speed of processing a case

Possibilities of obtaining the information on
the flow of procedure

Your overall experience with the land registry 

2009 2006
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Satisfaction with the service in the land registry 
office procedure

3,93,73,83,83,83,94,14,4125ZADAR 

3,73,53,43,53,83,43,94,175ŠIBENIK 

4,54,64,74,44,54,64,84,850VUKOVAR 

44,44,74,14,34,84,84,9100OSIJEK 

3,13,12,63,13,12,73,83,7100SPLIT 

4,7

4,6

4,2

4,5

3,3

4,1

T
im

e period of w
aiting in 

the office to subm
it or 

retrieve a docum
ent

4,7

4,9

4,1

4,4

3

4,1

A
vailability of inform

ation

4,7

4,8

4,4

4,6

3,6

4,4

C
om

pleteness and 
accuracy of inform

ation 

4,7

4,8

4,6

4,5

3,8

4,4

K
indness and politeness 

of em
ployees

4,7

4,7

3,8

4,3

3,2

4

P
ossibilities of obtaining 
the inform

ation on the 
flow

 of procedure

4,7

4,9

4,3

3,7

3,5

4

S
peed of processing a 

case

4,7

4,5

4,2

4,5

3,2

4,1

S
im

plicity of procedure

75

29

50

75

190

1510

N

4,7

4,9

4,2

4

3,3

4,1

Y
our overall experience 
w

ith the land registry 

Sample

Land registry 
office

SLAVONSKI BROD 

POŽEGA 

VIROVITICA 

DUBROVNIK 

ZAGREB 
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Satisfaction with the service according to LR office

4,24,144,24,144,24,574KARLOVAC 

4,84,74,84,94,94,94,9550SISAK 

4,44,44,84,74,74,64,84,825KRAPINA 

4,74,64,84,74,74,74,84,850KOPRIVNICA 

4,74,74,54,84,84,74,64,850BJELOVAR 

4,7

3,7

4,5

4

4,9

4,1

T
im

e period of w
aiting in 

the office to subm
it or 

retrieve a docum
ent

4,3

3,3

4,7

3,9

4,8

4,1

A
vailability of inform

ation

4,8

4,3

4,8

4,1

4,9

4,4

C
om

pleteness and 
accuracy of inform

ation 

4,8

4,2

4,8

3,9

4,8

4,4

K
indness and politeness 

of em
ployees

4,5

3,3

4,6

3,9

4,7

4

P
ossibilities of obtaining 
the inform

ation on the 
flow

 of procedure

4,5

3,1

4,4

4,1

4,9

4

S
peed of processing a 

case

4,7

3,7

4,6

4

4,9

4,1
S

im
plicity of procedure

30

107

130

75

50

1510

N

4,4

3,6

4,7

4

4,8

4,1

Y
our overall experience 
w

ith the land registry 

Sample

Land registry
office

GOSPIĆ

PULA 

RIJEKA 

VARAŽDIN 

ČAKOVEC 
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Satisfaction with the service according to LR office 
– comparison with 2006

4,4

4,4

4,5

4,7

4,7

4,7

4,7

4,8

4,8

4,9

2009.

4,6GOSPIĆ

-KRAPINA 

4,6VUKOVAR 

4,7RIJEKA 

-KOPRIVNICA 

4,9BJELOVAR 

4,8SLAVONSKI BROD 

-SISAK 

4,5ČAKOVEC 

4,8POŽEGA 

2006.URED

3,1

3,3

3,6

3,7

3,9

4

4

4

4,2

4,2

2009.

3,8SPLIT 

2,6ZAGREB 

4PULA 

4,4ŠIBENIK 

-ZADAR 

4,3VARAŽDIN 

OSIJEK 

4,4DUBROVNIK 

-KARLOVAC 

-VIROVITICA 

2006.URED
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Satisfaction with the service according by
demography

4

3,9

4

4,3

4,1

4,1

4

3,8

4

4

4

P
ossibilities of obtaining 
the inform

ation on the 
flow

 of procedure

3,93,9443,94,24,3571Faculty

4,1

4,1

4,4

4

4,1

4,1

3,9

4

4,1

4,1

A
vailability of inform

ation

4,2

4,4

4,5

4,3

4,4

4,3

4,2

4,4

4,4

4,4

C
om

pleteness and 
accuracy of inform

ation 

4,4

4,5

4,7

4,5

4,5

4,4

4,2

4,4

4,4

4,4

K
indness and politeness 

of em
ployees

34

760

145

291

562

396

261

670

840

1510

N

4,1

4

4,4

4,1

4,1

4

3,9

4

4,1

4

S
peed of processing a 

case

4

4,1

4,4

4,2

4,2

4

3,9

4

4,1

4,1

S
im

plicity of procedure

4,1

4,1

4,4

4,2

4,2

4,1

3,9

4,1

4,1

4,1

T
im

e period of w
aiting in 

the office to subm
it or 

retrieve a docum
ent

4

4,1

4,4

4,1

4,1

4,1

3,9

4,1

4,1

4,1

Y
our overall experience 
w

ith the land registry 

Sample

Education

Age 

Gender

Unknown

High school

Elementary school

More than 60

45-60

31-44

Up to 30

Female

Male
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Assessment of expenses
How would you assess the costs you had to cover in this procedure?

2 4

71

14
6

3

A lot less
appropriate

Less than
appropriate

Appropriate More than
appropriate

A lot more
than

appropriate

Does not
know/No
answer

*All respondents, N=1513

%
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Assessment of expenses – comparison with 2006

How would you assess the costs you had to cover in this procedure?

2 4

71

14
6

35 4

63

9
4

15

A lot less
appropriate

Less than
appropriate

Appropriate More than
appropriate

A lot more
than

appropriate

Does not
know/No
answer

2009 2006

*All respondents, N=1513

%
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Assessment of expenses
How would you assess the costs you had to cover in this procedure? – by demography

121734571Faculty

20

20

25

23

21

20

18

24

18

20,8

More than
appropriate

66

71

60

68

71

71

73

70

72

70,7

Appropriate

6

7

5

5

6

6

7

4

7

5,9

Less than
appropriate

35

762

145

292

562

398

261

672

841

1513

N

9

2

10

3

2

3

2

2

3

2,6

DK/NA

Sample

Education

Age 

Gender

Unknown

High school

Elementary school

More than 60

45-60

31-44

Up to 30

Female

Male
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Assessment of the land register office functioning
Generally speaking,would you say that service quality and land register office functioning in the last 
few years has been improving,has remained the same, or has worsened? 

61
21

3

14

Improving Remained the same Getting worse Does not know

*All respondents, N=1513

%
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Assessment of the land register office functioning

Generally speaking,would you say that the service quality and land register office functioning in the last 
few years has been improving, remained the same or has worsened? - by demography

*All respondents, N=1513

14

19

23

23

22

17

22

28

22

20

21,3

The same 

12465571Faculty

23

15

17

12

11

15

22

15

14

14,1

Ne zna

11

3

3

2

4

3

3

4

3

3,4

Geeting 
worse

51

59

57

63

68

60

47

59

63

61,1

Improving

35

762

145

292

562

398

261

672

841

1513

N

Sample

Education

Age 

Gender

Unknown

High school

Elementary school

More than 60

45-60

31-44

Up to 30

Female

Male
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Familiarity with the brochure
Have you ever seen a brochure which explains the role of the cadastre and  land register office, the real
property registration processes,and all of the documentation necessary to register ownership or change 
some data?

*All respondents, N=1513

34

64

3
Yes No Do not remember

%
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Familiarity with the brochure
How would you describe the clarity and information provided in  the brochure? - by demography

46

43

75

84

72

65

56

62

63

64

63,5

No

255571Faculty

9

3

4

4

2

3

2

2

3

2,6

Do not 
remember

46

22

12

24

32

42

36

35

33

34

Yes

35

762

145

292

562

398

261

672

841

1513

N

Sample

Education

Age 

Gender

Unknown

High school

Elementary school

More than 60

45-60

31-44

Up to 30

Female

Male

*All respondents, N=1513
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Assessment of  clarity of the brochure
How would you describe the clarity and information provided in the brochure?

4
8

31

16

6

35

Bad/disatissfying Basic Good Very good Excellent Does not know

*Only the respondents who have noticed the brochure, N=514

Average = 3,5

%
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Assessment of  clarity of the brochure
How would you describe the clarity and information provided in the brochure? – by demography

*Only the respondents who have noticed the brochure, N=514

31

34

36

35

37

39

30

33

35

35

34,6

Good

74810314Faculty

5

6

7

5

7

7

7

6

6,4

Don't 
know

50

46

35

39

43

54

47

45

49

47,1

Very 
good/Excellent

19

13

24

17

13

8

13

13

11

11,9

Bad / dissatisfying

16

167

17

71

182

166

95

233

281

514

N

Sample

Education

Age 

Gender

Unknown

High school

Elementary school

More than 60

45-60

31-44

Up to 30

Female

Male
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Main results of the survey – satisfaction of land registry users – citizes

� By changing the methodology i.e. means of obtaining  data we have gained insight into the demographic 
structure of the users of municipal court land regi stry offices. The data indicates that users of munic ipal 
court land registry offices are somewhat more frequ ently male (56%), than female (44%). Also, 
respondents between the age of 30 and 60 have to a somewhat larger extent visited municipal court land  
registry offices. The structure of municipal court land registry office users differs significantly fro m the 
population structure; the proportion of male respon dents is higher than in the general population, and  so 
is the proportion of highly educated citizens.

�The highest percentage of citizens, 56%, visited la nd registry offices in order to obtain land registr ation 
files. Around 17% came to register ownership transf er. Other services were less frequent.

�At the day of conducting the survey almost half of the users solved the cases which were the purpose o f 
their visit to the land registry office, around 29%  had just filed requests, whereas for 20% of users cases 
were being processed.

�Most cases (56%) that were solved or were in the procedure were settled in one day. 11% of cases were 
solved within a week. When compared to the previous  survey, there are now more cases solved in one 
day. As we expected, the promptness of solving case s is related to the purpose of users’ visits to the land 
registry. Simpler cases, like obtaining title deeds  or certificates were settled in one day. Various 
ownership transfer procedures had different duratio ns, which is probably a reflection of their various  
degrees of complexity.

� 8% of users visited the land registry office for ma tters related to their own real property, 9% came o n 
behalf of a legal entity they work for and another 9% as representatives of their clients. 
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Main results of the survey – satisfaction of land registry users –
citizens

� Users were also asked to evaluate there satisfactio n with particular aspects of the services provided 
during procedures. The greatest satisfaction was ex pressed with respect to helpful personnel and the 
quality of the information they provided. The avera ge score for both of these items on a scale of 1 to  5 is 
4,4. Respondents are to a large extent satisfied wi th other segments as well – average score of other 
aspects is approximately 4. A relatively small numb er of users express negative attitudes towards cert ain 
services; between 5% and 15% say that they had bad experiences. Overall satisfaction with their 
experiences with the land registry was rated as ver y good. The general score of satisfaction is somewh at 
lower than in the previous survey, but this differe nce was primarily caused by different methods of 
obtaining data. The current method of obtaining dat a enables a higher degree of objectivity i.e. a low er 
degree of prejudice in selecting users, as well as a lower degree of positive selection. Some land 
registries were represented by an insufficient numb er of users, thus making comparisons impossible. In  
most land registry offices we notice similar trends  where helpful personnel and accurate information 
receive scores higher than or similar to the genera l evaluation of land registry offices. When analyzi ng 
data according to particular demographic characteri stics we notice that younger users are somewhat 
more critical, whereas older users and users with l ower levels of education give somewhat higher score s.

�A large majority of users consider procedure costs to be appropriate; 71% say that the costs are 
appropriate, 20% that they are more than appropriat e, whereas 6% that they are less than appropriate. 
This is not surprising if we take into consideratio n the rise in the standard of living on the one hand , and 
the costs of services that have not been changed in  the past three years on the other.
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Main results of the survey – satisfaction of land registry users –

�One important indicator of the Project’s success is  the citizens' perception of the services and 
performance of land registry offices: whether their  quality has over the past few years improved, 
worsened or remained the same. Almost 2/3 of land r egistry users believe that the situation has improve d, 
whereas 1/5 believe that it has remained the same. A small number believe that the situation is worsen ing. 
Younger persons somewhat less frequently mention pr ogress, and more frequently stagnation.

�Around 1/3 of users have noticed the brochure. Thes e are somewhat more frequently persons of higher 
education. The average score of the brochure is 3,5 . Around 35% of users that have noticed the brochur e 
say that the information it provides is clear, wher eas 31% say it is very good. 16% say the brochure i s 
excellent. Persons with lower levels of education h ave had somewhat more difficulty understanding the 
brochure. 
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� Satisfaction of users of Municipal Courts land regi ster 
departments 

� Satisfaction of users of cadastre

Results of the research Results of the research –– user satisfaction user satisfaction ––
citizenscitizens
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� Sample- cadastral offices

OFFICE N

ZAGREB 190

ZADAR 125

PULA 125

SPLIT 120

OSIJEK 120

VARAŽDIN 95

ŠIBENIK 78

DUBROVNIK 75

SLAVONSKI BROD 75

KARLOVAC 75

OFFICE N

RIJEKA 73

VUKOVAR 50

VIROVITICA 50

ČAKOVEC 50

BJELOVAR 50

SISAK 50

KOPRIVNICA 50

POŽEGA 30

GOSPIĆ 30

KRAPINA 25
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�Sample – Demographic structure of cadastre users

%N

35,4543Faculty

1,320Unknown

52,1801High school

11,2172Elementary school

Education

18,2280More than 60

39,059945-60

27,842731-44

15,0230Up to 30

Age 

Female

Male

41,1632

58,9904
Gender

100%1536Sample



35www.uredjenazemlja.hr

Reason for coming to the cadastral office
Which service did you need today from this cadastral office? 

*All respondents, N=1536

36
31

6
4
3
3
2
2
1
1
1
1
1
1
1

7

Issuance of cadastral map extract

Issuance of possessory sheet

Request for the allocation of a house number

Request to confirm subdivision

Certificate

Registration of a construction on a parcel

Request to change the title holder (owner)

Geodetic report
Certificate confirming that a person is not the

owner of a real property
Application regarding  the address

Registration of owner

Registration of real property form

Registration of real property surface

Certificate that a house was built before 1968

Information

Something else
%
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Status of the case
What is the status of your case?

*All respondents, N=1536

29 14 57

The request has just been submitted The case is being processed

The case has been processed

%
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59

12

3 4 3 1 2

16

70

14

4 5 4 1 2

1 day up to a
week

1-2 weeks from 2
weeks  to
1 month

1-6
months

from 6
months to

1 year

more than
a year

NA

All whose matter is in the solving or has been solv ed Only those who stated duration
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Duration of the procedure 

What is the procedure duration – from its beginning until today, in days or months (if the case has 
been processed, then until the day it was resolved)? 

* Only respondents whose matter is in the solving o r has been solved, N=1092 

%

38

70

14

4 5 4 1 2

66

16

4
8 7

1 day up to a
week

1-2 weeks from 2
weeks  to
1 month

1-6
months

from 6
months to

1 year

more than
a year

NA

2009 2006
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Duration of the procedure – comparison with 2006

What is the procedure duration – from its beginning until today, in days or months (if the case has 
been processed, then until the day it was resolved)? 

* Only respondents whose matter is in the solving o r has been solved, N=1092 

%
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Duration of the procedure according to the type of 
procedure
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2

2
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1

1

1

2

1
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extract
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1,9

1,1

3,2

3,8

3,2

11,8

59,4
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S
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13221091710
From one month to 
six months

13131130272530
From two weeks to 
one month

5501198From 1 to 2 weeks

11

13

44

9

R
egistration of real property 

surface

10

10

20

20

10

R
egistration of real property 

form

18

9

36

11
R

egistration of ow
ner

8

8

25

8

12

A
pplication regarding  the 

address

20

25

75

4

Inform
ation

13

13

13

8

C
ertificate that a house w

as built 
before 1968

10

10

6

94

17

C
ertificate confirm

ing that a 
person is not the ow

ner of a real 
property

13

4

11

43

56

S
om

ething else

N

Duration
of 
procedure

No answer

More than a year

From 6 months to a 
year

Up to one week

1 day

*Only respondents whose matter is in the solving or  has been solved, N=1092 
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For whom the case is being processed  
Are you processing this case for yourself, for the legal entity where you work or are you a 
representative of a party?

*All respondents, N=1536

80 13 7

This is my private case
I am processing this for the legal person where I w ork
I represent a party

%
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Satisfaction with the service provided in the 
cadastre

Please describe  how satisfied you were with the service provided to you throughout your procedure 
or the procedure you conducted  in this cadastral office.  

4,6

4,5

4,4

4,4

4,4

4,4

4,2

4,4

*All respondents, N=1536

4

2

3

4

3

3

3

4

3

11

10

12

9

15

9

16

17

19

20

17

18

17

19

75

70

63

61

63

59

57

64

2

1

3

4

10

3

3

2

3

2

2

2

1

6

7

Kindness and politeness of employees

Completeness and accuracy of
information obtained from employees

Time period of waiting in the office to
submit or retrieve a document

Speed of processing a case

Availability of the necessary information
regarding the procedure

Possibility of obtaining the information on
the flow of the procedure

Simplicity of procedure

Your overall experience with the cadastre
in this case

Very bad 2 3 4 Very good Does not know%
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Satisfaction with the service provided in the 
cadastre – comparison with 2006

Please describe  how satisfied you were with the service provided to you throughout your procedure 
or the procedure you conducted  in this cadastral office.  

*All respondents, N=1536

4,6

4,5

4,4

4,4

4,4

4,4

4,2

4,4

4,8

4,7

4,6

4,4

4,6

4,6

4,5

4,7

Kindness and politeness of employees

Completeness and accuracy of information
obtained from employees

Time period of waiting in the office to submit
or retrieve a document

Speed of processing a case

Availability of the necessary information
regarding the procedure

Possibility of obtaining the information on
the flow of the procedure

Simplicity of procedure

Your overall experience with the cadastre in
this case

2009 2006
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Satisfaction with the service provided in the 
cadastre

*All respondents, N=1536
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Satisfaction with the service provided in the 
cadastre

*All respondents, N=1536
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Satisfaction with the service provided in the 
cadastre – comparison with 2006
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Satisfaction with the service provided in the cadastre
by demography

*All respondents, N=1536
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Assessment of expenses
How would you assess the expenses you had to cover in this procedure?

5 5

57

20

10
4

A lot less
than

appropriate

Less than
appropriate

Appropriate More than
appropriate

A lot more
than

appropriate

DK/NA

*All respondents, N=1536

%
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Assessment of expenses – comparison with 2006
How would you assess the expenses you had to cover in this procedure?

*All respondents, N=1536

5 5

57

20
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46 3

56

17

8 10

A lot less
than

appropriate

Less than
appropriate

Appropriate More than
appropriate

A lot more
than

appropriate

DK/NA

2009 2006%
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Assessment of expenses
How would you assess the expenses you had to cover in this procedure? - bydemography

*All respondents, N=1536
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9

9,7

Less than
appropriate

20

801

172

280

599

427

230

632
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Assessment of cadastre functioning
Generally speaking, would you say that the service quality and cadastre functioning in last few years 
has been improving, has remained the same or has worsened? 

*All respondents, N=1536
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11
Improving Remained the same Getting worse DK/NA

%
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Assessment of cadastre functioning
Generally speaking, would you say that the service quality and cadastre functioning in the last few years 
has been improving, has remained the same or has worsened?- by demography

*All respondents, N=1536
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Familiarity with the brochure
Have you ever seen a brochure which explains the role of cadastre and land register department, the 
real property registration process, and all of the documentation necessary to register ownership or 
change some data?

*All respondents, N=1536

29

69

3
Yes No Does not remember

%
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Familiarity with the brochure
Have you ever seen a brochure which explains the role of cadastre and land register department, the real 
property registration process, and all of the documentation necessary to register ownership or change 
some data? - by  demography

*All respondents, N=1536
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Assessment of clarity of the brochure
How would you describe the clarity and information provided in the brochure? 

1
8

29

15

6

40

Bad/
Dissatisfying

Good
enough

Good Very good Excellent Does not
know

*Only respondents who have noticed the brochure, N=4 39

Average = 3,5

%
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Familiarity with the brochure
How would you describe the clarity and information provided in the brochure?- by demography

*Only respondents who have noticed the brochure, N=4 39
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� Identical to the part of the survey dealing with la nd registries, we gained insight into the demograph ic structure 
of cadastre users by changing the methodology, that  is, means of obtaining data. The obtained data show s that 
cadastre users are somewhat more frequently male (5 9%), than female (41%). Also, respondents between t he age 
of 30 and 60 have to a somewhat larger extent visit ed cadastre offices. Identical to land registry off ices, the 
structure of cadastre office users is significantly  different from the population structure,  the prop ortion of male 
users is larger than it is in the general populatio n, and so is the proportion of highly educated citi zens.

� A relative majority of citizens, 36%, visited the c adastre in order to obtain extracts from cadastral maps, around 
31% to obtain property deeds. Other services were r epresented to a lesser extent. 

�At the day of conducting the survey more than half of the users solved the cases which were the purpos e of their 
visit to the cadastre, around 29% had merely filed requests, whereas for 14% of users cases were being  
processed. 

�Most cases (59%) that were solved or were in the procedure were settled in one day.  12% were solved within a 
week. When compared to the previous survey, there a re now more cases solved in one day. As we expected , the 
promptness of solving cases is related to the purpo se of users’ visits to the cadastre. Simpler cases, like 
obtaining cadastral map extracts or property deeds,  were settled in one day. 

�80% of users visited cadastre offices for matters r elated to their own real property, 13% came on beha lf of a legal 
entity they work for, whereas 7% came as representa tives of their clients. 

Main results of the survey – satisfaction of cadastre user s – citizens



57www.uredjenazemlja.hr

� As with land registry offices, cadastre users were asked to evaluate their satisfaction with respect t o 
particular aspects of services provided during proc edures. On average, level of satisfaction is somewh at 
higher than it is for land registries. Users are mo st satisfied with the helpful personnel and the qua lity of 
information they received. They are to a great exte nt satisfied with other segments, the average score  of 
which is approximately 4. A relatively small number  of users have negative attitudes towards particula r 
services; around 5% report having bad experiences. Overall satisfaction with the users’ experiences wit h 
cadastre offices are rated as very good. The genera l score of satisfaction is somewhat lower than in t he 
previous survey, but this difference was primarily caused by different methods of obtaining data. The 
current method of obtaining data enables a higher d egree of objectivity, that is, a lower degree of 
prejudice in selecting users, as well as a lower de gree of positive selection. In both surveys we noti ce 
identical trends and similar evaluations of perform ance in particular offices. Some cadastre offices w ere 
represented by an insufficient number of users, thu s making comparisons impossible. In most offices we  
notice that helpful personnel and providing complet e information received scores higher or similar to t he 
general evaluation of the cadastre.

� To a great majority of users procedure costs are ap propriate, 30% say that they are more than 
appropriate, whereas 10% say they are less than app ropriate. In relation to the previous survey we do not 
notice differences in the perception of costs. 

Main results of the survey – satisfaction of cadastre user s – citizens
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Main results of the survey – satisfaction of cadastre user s – citzens

� Around 62% of cadastre users believe that the situa tion is improving, whereas ¼ believe that it remains  
the same. A small number of users believe that the situation is worsening. Younger persons somewhat 
less frequently mention progress, and more frequent ly stagnation. 

� A little less than 1/3 of users have noticed the br ochure. These are somewhat more frequently persons o f 
higher education. The average score of the brochure  is 3,5. To 40% of users who have noticed the 
brochure the information it provides is clear, wher eas 29% consider it very good. 15% say that it is 
excellent. Persons with lower levels of education h ave had somewhat more difficulty understanding the 
brochure. 
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� Satisfaction of users of cadastre

� Satisfaction of users of Municipal Court land registry of fices

� Project “Organized land”

Research results Research results –– user satisfaction user satisfaction –– legal legal 
entitiesentities
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� Research included 102 legal entities in total. 

� Sample included 28 construction investors; 25 licensed surveyors; 20 

public notaries, 19 lawyers and 10 banks.

� Lists of potential participants for public notaries and lawyers were partly 
given by DGU, and partly collected from official chamber information 

� Base of banks and construction investors has been created by Puls, 
based on information taken from database of companies

Methodology
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Sample
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*All respondents, N=102
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Use of cadastre services
I will read out some services provided by cadastre and I would like you to tell me for each of these 
services whether your legal entity/firm uses this service ? 

90

85

62

57

50

50

48

45

42

36

Issuance of possessory sheet

Extract from cadastral map

Request to register real property title holder

Registration of a construction on parcel

Request to review and confirm the
subdivision and other geodetic reports

Request to change the title holder
(possessor)

Request to conduct the change of the real
property surface

Request to conduct the change of the real
property form

Request to conduct the change of the real
property use

Request for the allocation of a house number

*All respondents, N=102

%
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Use of cadastre services
I will read out some services provided by cadastre and I would like you to tell me for each of these 
services whether your legal entity/firm uses this service ? - according to the type of legal entity 

*All respondents, N=102
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Satisfaction with services
Now I would like to ask you to grade the experience you have had with each of the service that your 
legal entity frequently uses.

* Only legal entities who had experience with certai n services
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4,1
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3
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20Extract from cadastral map

Issuance of possessory sheet

Request for the allocation of a house
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Request to register the real property title
holder

Request to conduct the change of the real
property surface

Request to conduct the change of the real
property use

Request to change the title holder

Registration of a construction on parcel

Request to review geodetic reports

Request to conduct the change of the real
property form

Bad experience 2 3 4 Good experience Does not know

%
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Satisfaction with services – comparison with 2006
Now I would like to ask you to grade the experience you have had with each of the service that your 
legal entity frequently uses.

4,2

4,2

4,1

3,7

3,7

3,6

3,6

3,6

3,6

3,5

4,1

4,2

3,8
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3,8

3,8

3,7

3,7

3,6

Extract from cadastral map

Issuance of possessory sheet

Request for the allocation of a house number

Request to register the real property title
holder

Request to conduct the change of the real
property surface

Request to conduct the change of the real
property use

Request to change the title holder

Registration of a construction on parcel

Request to review geodetic reports

Request to conduct the change of the real
property form

2009 2006

%

* Only legal entities who had experience with certai n services
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Satisfaction with services
Now I would like to ask you to grade the experience you have had with each of the service that your 
legal entity frequently uses – by the type of legal entity

* Only legal entities who had experience with certai n services
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Evaluation of different aspects of cadastral offices
Please grade the different aspects of work at cadastral offices and branch offices.

3,9

3,9

3,6

3,5

3,3

3,2

2,9

2,8

*All respondents, N=102

3

6

3

6

3

15
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3

5

8
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29

23
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36
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27

39
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37
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25

24

22

19

28

21

19

14

13

7

8

10

8

12

10

20

12

17

8

9

Kindness and politeness of employees

Expertise of employees

Transparency of procedure

Duration of queuing at the front desk

Speed of processing cases

Work organization of employees

Up-to-dateness and harmonization of data
with other services

Simplicity of stipulated procedure

Very bad Bad Average Good Very good Does not know

%
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Evaluation of different aspects of cadastral offices
– comparison with 2006

Please grade the different aspects of work at cadastral offices and branch offices.

*All respondents, N=102

3,9

3,9

3,6

3,5

3,3

3,2

2,9

2,8

4

3,9

3,8

3,5

3,4

3,4

2,9

3,1

Kindness and politeness of employees

Expertise of employees

Transparency of procedure

Duration of queuing at the front desk

Speed of processing cases

Work organization of employees

Up-to-dateness and harmonization of data
with other services

Simplicity of stipulated procedure

2009 2006
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Evaluation of different aspects of cadastral offices 
Please grade the different aspects of work at cadastral offices and branch offices. – according to the 
type of legal entity

*All respondents, N=96
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3,2

2,6

2,7

3,2

2,9

U
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Licensed geodetic 
company
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3,3

3,5
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3,5

3,3
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peed of processing cases

24

9
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N
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Legal entity
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Overall evaluation of cadastral work
What mark on a scale of 1 to 5, (whereby 1 means „very bad” and 5 means „very good”) would you 
give to the work of overall cadastre in RoC, taking into consideration the role that cadastre should 
have?

5

18

44

23

2
9

Very bad 2 3 4 Very good Does not
know

Average = 3,0

*All respondents, N=102

%



71www.uredjenazemlja.hr

Overall evaluation of cadastral work – comparison 
with 2006

What mark on a scale of 1 to 5, (whereby 1 means „very bad” and 5 means „very good”) would you 
give to the work of overall cadastre in RoC, taking into consideration the role that cadastre should 
have?

*All respondents, N=102

5

18

44

23

2
9

1

11

40
33

9 7

Very bad 2 3 4 Very good Does not
know

2009 2006
Average (2009) = 3,0

Average (2006) = 3,4 

%
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Overall evaluation of cadastral work
What mark on a scale of 1 to 5, (whereby 1 means „very bad” and 5 means „very good”) would you 
give to the work of overall cadastre in RoC, taking into consideration the role that cadastre should 
have? – by the type of legal entity

3,0

3,2

3,2

3,1

3,1

2,5

Sample

Public notary

Lawyer

Bank

Authorized
geodetic company

Construction
investors

*All respondents, N=102
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Priorities for improvement
What would you say are three most important priorities to improve the work of cadastre?

*All respondents, N=102

25
25

19
16

12
10
10

7
7
7
7
7

5
4
4
4

23
13

Updated data

Speed of processing cases

Expertise of employees

Matching Land registery and Cadastre

Making the procedure simplier

Better organization of business activities

Possibility of handling matters via Internet

Digitalization/Informatization

Better organization of working hours 

Helpfulness of employees

Increasing the number of employees

The same rules in all RoC cadastres

Harmonization of data with other services

Everything is OK
Book of regulations/Legislative regulation of busin ess

activities
Manipulative expenses

Other

Does not know %
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Influence of cadastral functioning on business
operations

In what ways does the existing functioning of cadastre influence your business operations?

6

19

40

22

12

2

It has a major
negative
influence

It has a minor
negative
influence

There is no
significant

positive nor
negative
influence

It has a minor
positive

influence

It has a major
positive

influence

Does not
know

Average = 3,1

*All respondents, N=102

%
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Influence of cadastral functioning on business
operations – comparison with 2006

In what ways does the existing functioning of cadastre influence your business operations?

*All respondents, N=102

6

19

40

22

12

25

17

44

16 17

2

It has a major
negative
influence

It has a minor
negative
influence

There is no
significant

positive nor
negative
influence

It has a minor
positive

influence

It has a major
positive

influence

Does not
know

2009 2006

Average (2009) = 3,1

Average (2006) = 3,2
%
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Progress of cadastre
Have you noticed lately that the work of cadastre has made some progress?

*All respondents, N=102

20

35

45

Yes, significant progress Yes, minor progress No, there has not been any progress

%
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Progress of cadastre – comparison with 2006
Have you noticed lately that the work of cadastre has made some progress?

*All respondents, N=102

20

35
28

41

32

45

0

20

40

60

80

100

Yes, significant progress Yes, minor progress No, the re has not been
any progress

2009 2006

%
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Segments in which the progress was noticed
In what segments of cadastral work have you noticed the progress?

*All respondents, N=102

41
20

14
11

5
4
4
4

2
2
2
2
2
2

7

Speed of issuing data

Digitalization

Internet data

Updating

Organization

Communication in general

Quality

Field recording

Availability of information

Kindness

Precision at performing work

Educated staff

More staff

More equipment

Does not know %
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Main results of the survey – satisfaction of cadastre user s –
legal entities

�Legal entities most frequently visit cadastre offic es in order to obtain property deeds and extracts f rom 
cadastral maps. As expected, companies are more act ive and make use of a wider range of services provi ded 
by cadastre offices, than the citizens do. Types of  services differ with respect to the legal entities ’ main 
business activities, thus, licensed surveyors use m ost services significantly more frequently than oth er legal 
entities.

�Satisfaction of legal entities is most prominent in  obtaining extracts from cadastral maps and propert y deeds. 
There is a somewhat larger degree of dissatisfactio n when dealing with requests for the review of geod etic 
reports and requests to conduct the change of real property form. Generally speaking, users are in mos t 
cases satisfied with the services. Approximately 1/ 5 of users are dissatisfied with particular service s. In 
comparison to the previous survey there are no sign ificant changes in satisfaction with respect to par ticular 
services. 

�Legal entities are somewhat more critical with resp ect to evaluation of particular aspects of the perf ormance 
of cadastre offices, even though they, too, are mos t satisfied with helpful personnel and the expertis e of 
obtained information. Around 44% of citizens evalua te the general performance of the cadastre as good,  23% 
as very good. Another 23% give lower scores. In rel ation to the previous survey we observe that the 
performance of cadastre offices has been given some what lower scores. Construction investors are least  
satisfied with the performance of the cadastre in g eneral. 

�As priorities for development of the performance of  cadastre offices most users mention that data shou ld be 
up-to-date and cases solved more promptly. 
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Main results of the survey – satisfaction of cadastr e users – legal
entities
� A relative majority of key users mention that cadas tre performance has no relevant effect on their 
business activities, 1/3 say it has a positive infl uence, whereas ¼ that it has negative influence. In relation 
to the previous research there are no significant d ifferences in this respect.

� Approximately 20% of users report that they have no ticed significant  progress in the performance of 
cadastre offices, and another 35% report that they have noticed smaller progress. Progress is primaril y 
prominent in the promptness of obtaining data. In c omparison to the previous research a somewhat large r 
number of users now claim that there is no progress . 
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� Satisfaction of users of cadastre

� Satisfaction of users of Municipal Court land regis try officesSatisfaction of users of Municipal Court land regis try offices

� Project “Organized land”

Research results Research results –– user satisfaction user satisfaction –– legal legal 
entitiesentities

82www.uredjenazemlja.hr

Use of Land registry office services
I will read out some services provided by land registry office and I would like you to tell me for each of 
these services whether your legal entity/firm uses this service?

*All respondents, N=102

90

77

64

62

55

55

53

53

45

45

42

42

Issuance of title sheet

Registration of ownership change

Deleting the mortgage

Registration of mortgage

Registration of subdivision
Registration of division or dissolution of co-

ownership
Registration of an object

Registration of condominium co-ownership

Registration of fiduciary right

Correction of address or number of parcel 

Notation of dispute

Deleting the life-long usufruct %
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Usage of Land registry office services
I will read out some services provided by land registry office and I would like you to tell me for each of 
these services whether your legal entity/firm uses this service?– by the type of legal entity
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40
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40
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40
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dissolution of co-ow
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95637468959510010019Lawyer

657060357075808520Public notary

1220486820246410025
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R
egistration of ow
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R
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*All respondents, N=102
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Satisfaction with services
Now I would like to ask you to grade the experience you have had with each of the service that your
legal entity frequently uses.

3,9

3,9

3,8

3,8

3,8

3,8

3,8

3,8

3,5

3,4

3,4

3,4

*All respondents, N=102
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Deleting the life long usufruct
Correction of address or number of
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Issuance of title sheet

Deleting the mortgage

Registration of mortgage

Notation of dispute, guardianship

Registration of fiduciary right

Registration of ownership change
Registration of division or dissolution of

co-ownership 
Registration of an object

Registration of condominium co-
ownership

Registration of subdivision

Bad experience 2 3 4 Good experience Does not know

%
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Satisfaction with services – comparison with 2006
Now I would like to ask you to grade the experience you have had with each of the service that your
legal entity frequently uses.

*All respondents, N=102
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Deleting the mortgage

Registration of mortgage

Notation of dispute, guardianship

Registration of fiduciary right

Registration of ownership change

Registration of division or dissolution of co-
ownership 

Registration of an object

Registration of condominium co-ownership

Registration of subdivision

2009 2006
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Satisfaction with services
Now I would like to ask you to grade the experience you have had with each of the service that your
legal entity frequently uses. – by the type of legal entity

*All respondents, N=92
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Evaluation of different aspects of land registry
office’s work

Could you please grade different aspects of land registry office’s work.

* Only legal entitys who had experience with certain servi ces
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3,1
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Kindness and politeness of employees

Transparency procedure

Speed of processing a case

Expertise of employees

Duration of queuing at the front desk

Simplicity of stipulated procecdure

Work organization of employees

Up-to-dateness and harmonization of data
with other services 

Very bad Bad Average Good Very good Doesn't know

%
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Evaluation of different aspects of land registry
office’s work – comparioson with 2006

Could you please grade different aspects of land registry office’s work.

* Only legal entitys who had experience with certain servi ces
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3,0

2,9

2,5

3,6

3,5

3,2

3,6

3,1

3,1

3,3

2,7

Kindness and politeness of employees

Transparency procedure

Speed of processing a case
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Duration of queuing at the front desk

Simplicity of stipulated procecdure

Work organization of employees

Up-to-dateness and harmonization of data
with other services 
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Evaluation of different aspects of land registry office’s 
work

Could you please grade different aspects of Land registry office’s work. – by the type of legal entity

* Only legal entitys who had experience with certain servi ces
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Evaluation of overall land registry office‘s work

What mark on a scale of  1 to 5, whereby  1 means ‘’very bad’’,and  5 ‘’very good’’, would you give to 
the work of overall LR offices in RoC, taking into consideration the role that LR offices should have? 

10

22

41

19

9

Very bad 2 3 4 Doesn't know

Average = 2,8

*All respondents, N=102

%
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Evaluation of overall land registry office‘s work –
comparison with 2006

What mark on a scale of  1 to 5, whereby  1 means ‘’very bad’’,and  5 ‘’very good’’, would you give to 
the work of overall LR offices in RoC, taking into consideration the role that LR offices should have? 

*All respondents, N=102
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40

21

8
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24
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2009 2006
Average (2009) = 2,8

Average (2006) = 3,0 %
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Evaluation of overall land registry office‘s work

What mark on a scale of  1 to 5, whereby  1 means ‘’very bad’’,and  5 ‘’very good’’, would you give to 
the work of overall LR offices in RoC, taking into consideration the role that LR offices should have?

2,8
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Priorities for improvement
What would you say are the three most important priorities to improve the Land registry office’s work?

*All respondents, N=102

26
24
24

19
14

9
9
9
9
8
8
7

5
5
5
4

23
15

Speed of issuance of documents
Up-to-dateness

Harmonization with the cadastre
Expertise of employees

Digitalization
Better relation with the users

Better organization
Simplification of legal procedure

Transparency
More employees

Arrangement of Land Registry
Working hours

Internet data/ Internet access
Accurate / Precise

Faster implementation of changes
Validation of data from the Internet

Other
Does not know %
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Influence of land registry office’s work on business
operations

In what ways does the existing functioning of land registry office influence your business operations?

11

22

33

18 14

3

It has a major
negative
influence

It has a minor
negative
influence

There is no
significant

positive nor
negative
influence

It has a minor
positive

influence

It has a
significant

positive
influence

Does not
know

Average = 3,0

*All respondents, N=102

%
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Influence of land registry office’s work on business
operations – comparison with 2006

In what ways does the existing functioning of land registry office influence your business operations?

*All respondents, N=102

11

22

33

18
14

3

20
24

20
24

13

It has a major
negative
influence

It has a minor
negative
influence

There is no
significant

positive nor
negative
influence

It has a minor
positive

influence

It has a
significant

positive
influence

Does not
know

2009 2006
Average (2009) = 3,0

Average (2006) = 2,9

%

96www.uredjenazemlja.hr

Progress of Land registry office
Have you noticed lately that the work of land registry office has made some progress?

*All respondents, N=102

28

34

37

Yes, significant progress Yes, minor progress No, there has not been any progress

%
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Progress of land registry office – comparison with
2006

Have you noticed lately that the work of land registry office has made some progress?

*All respondents, N=102

28
3433

40

28

37

0

20

40

60

80

100

Yes, significant progress Yes, minor progress No, the re has not been
any progress

2009 2006

%
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Segments in which the progress has been noticed
In what work segments of LR office have you noticed the progress?

*Only respondents who said that they had noticed the progre ss, N=56

47

23

16

11

5

3

3

3

3

3

16

3

Speed

Informatization/Digitalization

Updated data

Availability of the data on
the Internet

Transparency

Quickness of availability of
information

Getting information

Kindness of  employees

Issuance of the ownership
sheet 

Expertise of  employees

Other

Does not know %
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Main results of the survey – satisfaction of land re gistry users –
legal entities

� Legal entities most frequently visited land registr y offices in order to obtain title deeds and to reg ister 
ownership transfers. As with cadastre offices, comp anies  show greater activity, and they make use of a wider 
range of services than citizens.

� A large number of services are given fairly equal e valuations; deleting long-life usufruct, correction  of address, 
obtaining title deeds, deleting mortgage etc. Somew hat lower but, nevertheless, good scores were given  to the 
registration of subdivision and condominium ownersh ip.

� Similar to cadastre offices, legal entities are to an extent more critical when evaluating particular aspects of land 
registries’ performance. In comparison to the previo us survey there are no significant deviations in ev aluations 
with respect to particular aspects of the performan ce of land registry offices.

� The overall score of the performance of land regist ry offices is somewhat lower than the cadastre. Aro und 19% 
say the performance is very good, whereas there wer e no users who evaluated the performance as excelle nt. 
Most users, 41%, say the performance is good. Again , in relation to the previous survey, the score is t o an extent 
lower, even though the difference is not statistica lly significant.

� An area most in need of improvement is the promptne ss in issuing documents and keeping data up-to-date .

� To 1/3 of users land registry performance has neith er positive nor negative effects. The same proporti ons of 
users mention that the performance has positive and  negative effects. With this respect there were als o no 
significant changes in trends in comparison with th e previous survey.

� Around 28% of users have noticed significant progre ss in the performance of municipal court land regis try 
offices, and another 34% have noticed smaller progr ess.  In relation to the previous survey there are somewhat 
more users who say there is no progress. As with ca dastre offices, progress is primarily related to th e 
promptness of obtaining information.
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� User satisfaction regarding the services provided by the ca dastre

� User satisfaction regarding the services provided by Munic ipal
Courts land registry offices

� Project “Organized land”

RResearch resultsesearch results –– user satisfactionuser satisfaction –– legal legal 
entitiesentities
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Evaluation of Project
What mark on a scale of 1 to 5 (whereby 1 means „very bad” and 5 means „very good”) would you give 
to the Real Property Registration and Cadastre Project?

6

15

41

26

7 6

Very bad 2 3 4 Very good Does not
know

Average = 3,1

*All respondents, N=102

%
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Evaluation of Project
What mark on a scale of 1 to 5 (whereby 1 means „very bad” and 5 means „very good”) would you give 
to the Real Property Registration and Cadastre Project?

3,1

3,2

3,2

3,2

3,2

3,0

Whole sample

Bank

Companies/construction
investors

Licensed geodetic
company

Public notary

Lawyer

*All respondents, N=102
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Project’s contribution
How would you describe the contribution that the project made to the achieved improvements in the 
work of the land registry and cadastral system in the last few years?

5

23

37

27

5 4

The project
made no

contribution

The project
made a very

small
contribution

The project
made some
contribution

The project
made a

significant
contribution

The project
had a crucial

role 

Does not
know 

Average = 3,1

*All respondents, N=102

%
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Project’s contribution
How would you describe the contribution that the project made to the achieved improvements in the 
work of the land registry and cadastral system in the last few years?

3,0

3,2

3,2

3,1

3,1

2,8

Whole sample

Public notary

Lawyer

Bank

Licensed geodetic
company

Companies/
Construction

investors

*All respondents, N=102
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Main results of the survey – Organized Land Project – legal entities

� In the last set of questions legal entities were as ked to comment on the Real Property Registration and  
Cadastre Project. Most legal entities evaluated the  Project as good; around 1/3 as very good or excell ent. 
Around 1/5 give lower scores. All legal entities, r egardless of the type of their business activities,  give the 
Project fairly equal scores.

� Around 5% of users believe that the Project has pla yed a crucial role in improving the performance of t he 
land registry and cadastre system, whereas 27% that  it has made a major contribution. Most respondents , 
37%, believe that the Project’s contribution is med iocre. Only 5% believe that the Project has had no 
influence on the performance of the land registry a nd cadastre system. Construction investors were 
somewhat more critical in their evaluation.
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ResultsResults of of thethe researchresearch –– PublicPublic perceptionperception
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� Research was conducted by method of phone interviewing from October 20th to 

October 27th in 2009.

� The questionnaire was from the previous research, made in 2006; only minor 

changes and additions were made. 

� The research was conducted on stratified (according to region and size of 
settlement), random and representative sample of 800 citizens of Republic of 

Croatia that are older than 18. 

� Possible significant discrepancies of sample from the population structure 

regarding gender, age and education were reduced by procedure of post 

stratification.

Methodology
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Demografic structure of sample

13104Faculty

50400High school

37292Elementary school

Education

28225More than 60

2520345-60

2721831-44

19154Up to 30

Age 

Dalmacija

Hrvatsko Primorje and Istra

Lika and Banovina

Slavonija

Sjeverna Hrvatska

Zagreb and surroundings

Rural

Urban

Female

Male

19149

1297

969

18142

18145

25198

Region

40318

60482Settlement 
type

53422

47378
Gender

%N
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� Land registry office

� Cadastre

� Real property overview

� Project "Organized land"

Research resultsResearch results –– Public perceptionPublic perception
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Knowledge of the land registry functions
What is the purpose of land registry office, i.e. what are the functions of land registry office?

*All respondents, N=800

43

23

3

2

8

30

Registration of OWNERSHIP TITLE

Registration of REAL PROPERTY IN LAND
REGISTERS

Issuance of documents

Books management

Other

Doesn't know/ Refuses to say

-15%

-5%

%
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46

14

13

1

1

1

1

2

33

Ownership sheet

Possessory sheet

Decision on the completed registration in
land registers

Building licence

Location licence

Extract - in general

Scheme / land scheme

Other

Don't know
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Knowledge of the documents of land registry
Do you know which documents can be obtained in a land registry office?

*All respondents, N=800

+2%

+ 8%

%
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Evaluation of land registry office's work

What is your opinion on the work/functioning of land registry office?

7
14

34

19
13 13

Highly
negative

2 3 4 Highly
positive

Doesn't
know / No

answer

Average = 3,2

*All respondents, N=800

%
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Evaluation of land registry office's work –
comparison with 2006

What is your opinion on the work/functioning of land registry office?

*All respondents, N=800

7
14

34

19
13 13

10 12

32

18 16
11

Highly
negative

2 3 4 Highly
positive

Doesn't
know / No

answer

2009 2006

Average (2009) = 3,2

Average (2006) = 3,2

%
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Evaluation of land registry office's work
What is your opinion on the work/functioning of land registry office?– by demography

97

347

246

188

179

195

131

363

329

693

N

3,2Sample 

Education

Age 

Gender

3Faculty

3,2High school

3,3Elementary school

3,2More than 60

3,245-60

3,131-44

3,4Up to 30

3,3Female

3,1Male

Mean

3,4131Slavonija

3,3133Sjeverna Hrvatska

3175Zagreb and 
surroundings

3,31152501-4000 kn

3,3149Up to 2500 kn

Household 
incomes

3,11547001 and more

3,21904001-7000 kn

111

87

56

278

415

84

693

N

3,2Sample

Region

Settlement 
type

2,9Dalmacija

3,2
Hrvatsko Primorje
and Istra

3,6Lika and Banovina

3,3Rural

3,2Urban

3,2Don't know

Mean
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Use of land registry office services
Have you personally used the services of land registry offices of Municipal Courts in the last five years?

23 23

53

2

Yes, once Yes, several times No, never Does not know /
Does not want to

say

*All respondents, N=800

Although the question was slightly different in pre vious research there are no 
changes!

46%

53%

%
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Use of land registry office services
Have you personally used the services of land registry offices of Municipal Courts in the last five 
years? – demography

37

55

61

58

46

49

68

57

52

54,5

Did not use

63

45

39

42

54

51

32

43

48

45,5

Used

104

400

292

225

203

218

154

422

378

800

N

Sample 

Education

Age 

Gender

Faculty

High school

Elementary school

More than 60

45-60

31-44

Up to 30

Female

Male
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Use of land registry office services
Have you personally used the services of land registry offices of Municipal Courts in the last five years?
– demography

4654142Slavonija

4753145Sjeverna Hrvatska

5644198Zagreb and surroundings

58421332501-4000 kn

5743183Up to 2500 kn

Household incomes

49511787001 and more

54462074001-7000 kn

149

97

69

318

482

99

800

N

32

48

42

48

44

44

45,5

Used

54,5Sample

Region

Settlement type

68Dalmacija

52Hrvatsko Primorje and Istra

58Lika and Banovina

52Rural

56Urban

56Don't know

Did not use
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Last use of land registry office
When was the last time you used services of land registry office?

26

17 18 15
22

2

Less than 6
months ago

6-12 months
ago

1-2 years
ago

2-3 years
ago

More than 3
years ago

Does not
know

*Only respondents who used services of land registry offic e, N=364

%
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The way of handling the case
Did you use the services of a lawyer, public notary, attorney or real estate agency when you last visited 
the land registry office, or you handled the case yourself?

*Only respondents who used services of land registry offic e, N=364

46

35

23

5

5

1

We handled the case
by ourselves

Public notary

Attorney/ lawyer

Real estate agency

Services of some
other entity

Does not know/does
not want to say %
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Evaluation of attitude and work of employees of 
land registry office

How satisfied were you with the attitude and work of the land registry employee regarding this case?

8 8

17

27

37

3

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

Average = 3,8

*Only respondents who used services of land registr y office, N=364

%
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Evaluation of attitude and work of employees of 
land registry office – comparison with 2006

How satisfied were you with the attitude and work of the land registry employee regarding this case?

*Only respondents who used services of land registr y office, N=364

8 8

17

27

37

3
10

6

22

31 30

1

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

2009 2006

Average (2009) = 3,8

Average (2006) = 3,7

%
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Perception of simplicity of procedure
In your opinion, to what extent was the procedure simple or complicated?

7 10 8
14

24

37

2

Highly
complicated

Complicated Mostly
complicated

Nor simple,
nor

complicated

Mostly simple Very simple Does not
know/does
not wish to

say

*Only respondents who used services of land registr y office, N=364

%
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Perception of simplicity of procedure –
comparison with 2006

In your opinion, to what extent was the procedure simple or complicated?

*Only respondents who used services of land registr y office, N=364

7 10 8
14

24

37

2

14 11 13
18 19

25

1

Highly
complicated

Complicated Mostly
complicated

Nor simple,
nor

complicated

Mostly simple Very simple Does not
know/does not

wish to say

2009 2006
%

124www.uredjenazemlja.hr

Evaluation of speed of processing the case –
comparison with 2006

How satisfied were you with the speed of processing this case?

15
9

24
18

32

2

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

Average = 3,4

* Only respondents who used services of land regist ry office, N=364

%
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Evaluation of speed of processing the case –
comparison with 2006

How satisfied were you with the speed of processing this case?

*Only respondents who used services of land registr y office, N=364

15
9

24
18

32

2

18 15
21

17

27

2

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

2009 2006

Average (2009) = 3,4

Average (2006) = 3,2

%
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Perception of expenses
In your opinion, was the overall cost for that case:

*Only respondents who used services of land registr y office, N=364

94

47

40

Too low Appropriate Too high Does not know/Refusal

%
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Perception of expenses – comparison with 2006

In your opinion, was the overall cost for that case:

*Only respondents who used services of land registr y office, N=364

9

40

4
8

46
42

5

47

0

20

40

60

80

100

Too low Appropriate Too high Does not
know/Refusal

2009 2006

%
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Evaluation of experience with the land registry
How would you describe your experience with the land registry office for that case?

14 14

23 25 22

3

Highly
negative

2 3 4 Highly
positive

Does not
know/does
not wish to

say

Average = 3,3

*Only respondents who used services of land registr y office, N=364

%
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Evaluation of experience with the land registry –
comparison with 2006

How would you describe your experience with the land registry office for that case?

*Only respondents who used services of land registr y office, N=364

14 14

23 25 22

3

15 12

24 27
20

3

Highly
negative

2 3 4 Highly
positive

Does not
know

2009 2006

Average (2009) = 3,3

Average (2006) = 3,2

%
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Evaluation of the change of quality of land registry 
functioning

Generally speaking, would you say that the service quality and land registry office functioning in the last 
few years has been improving, has remained the same or has worsened?

*Only respondents who used services of land registr y office, N=364

47

20

24

8

Improving Remained the same Getting worse Does not know

%
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Main results of the survey – Public perception – Land  registry office

�As part of the “Public perception” we wanted to esta blish to what extent the citizens are familiar with the 
main functions of the land registry. A relative maj ority of respondents (43%) knew that one of the lan d 
these functions is title registration. 23% of citiz ens also mentioned the registration of real propert y in land 
registers. 30% admitted to not knowing the function s of the land registry. Almost half of respondents 
correctly mentioned that the land registry issues t itle deeds. Some citizens incorrectly mentioned tha t 
land registries issue property deeds, which is a fu nction performed by the cadastre. 

� The performance of land registries was given the av erage score of 3,2 on a scale of 1 (entirely negati ve) 
to 5 (entirely positive). Approximately 13% of resp ondents do not know or do not want to evaluate the 
performance of the land registry. When compared to 2006 survey, the average score has not changed. The  
respondents who gave lower scores are those from Da lmatia (2,9) and Zagreb and surroundings (3,0).

� Approximately one half of respondents have not used  the services provided by the land registry in the 
past 5 years, one quarter have used the services on ce, whereas one quarter have used them several 
times. A very similar structure was recorded in the  2006 survey.

� Respondents have mostly personally handled the case s for which they have last visited land registry 
offices (almost half, 46%). Around one third of pro cedures involved a public notary, whereas one quart er 
involved an attorney or a lawyer.
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Main results of the survey – Public perception – Land  registry office

� The scores of land registry staff’s relation toward s clients an their performance are somewhat higher 
than those given to the land registry in general – 3 ,8. 37% of respondents are completely satisfied wit h the 
staff’s relation towards them and with their perfor mance. In the previous survey the score was somewha t 
lower - 3,6, with the biggest difference in the very  number of satisfied users (at the time there were 30%). 
The score of the simplicity of procedures is the sa me as the score of the land registry; 37% of users 
believe that procedures are completely simple. When  compared to 2006 survey, there has been great 
progress in this field because, at that time, only ¼ of respondents believed that the procedures were 
completely simple.

� The score related to the promptness in solving case s is 3,4. One third of citizens are completely sati sfied, 
whereas around 15% are dissatisfied. Again, there i s progress when compared to 2006, however to a 
lesser extent (the average score went from 3,2 to 3 ,4).

� The costs are too high to a little under half of re spondents. Around 49% think of the costs as appropr iate, 
whereas as many as 9% as too low. The perception of  costs was somewhat more favorable in 2006, that is , 
less respondents perceived the costs as too high.

� The overall score of land registry performance in t he respondents’ last case was 3,3, which is similar to 
the 2006 score. However, approximately one half of respondents do believe that land registry’s 
performance is improving, whereas only 8% that it i s getting worse.

� The performance of the land registry has not been r ated worse than it was in 2006, apart from the 
perception of costs. Little or bigger improvements can be noticed in other aspects, especially in the fact 
that a relative majority of respondents believe tha t the performance of land registry offices is impro ving.
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� Land registry office

� Cadastre

� Real property overview

� Project "Organized land"

Research resultsResearch results –– Public perceptionPublic perception
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Knowledge about cadastre functions
What is the purpose of cadastre, i.e. what are the functions of cadastre?

*All respondents, N=800

20

17

7

5

4

5

2

14

35

Registration of REAL PROPERTY FORM

Registration of REAL PROPERTY
SURFACE

Registration of REAL PROPERTY USE

Ownership of parcel

Lots/ Parcels

Land/Land data

Issuing documents

Other

Does not know/does not want to say

+4%

+12%

%
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Knowledge about types of cadastre documents
Do you know which documents are obtained in cadastre?

*All respondents, N=800

18

16

13

7

3

7

44

Extract from a
cadastral map

Possessory sheet

Ownership sheet

Parcels/ Parcel
numbers

Location/ Scheme

Other

Don't know

+3%

%

136www.uredjenazemlja.hr

Evaluation of cadastre functioning
What is your opinion on the work/functioning of cadastre?

6

15

29
26

13 12

Highly
negative

2 3 4 Highly
positive

Does not
know

Average = 3,3

*All respondents, N=800

%
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Evaluation of cadastre functioning
What is your opinion on the work/functioning of cadastre? – by demography

89

353

260

188

179

208

130

369

336

704

N

3,3Sample 

Education

Age 

Gender

3Faculty

3,2High school

3,5Elementary school

3,4More than 60

3,245-60

3,231-44

3,3Up to 30

3,5Female

3,1Male

Mean

3,3124Slavonija

3,6136Sjeverna Hrvatska

3,1172Zagreb and 
surroundings

3,61192501-4000 kn

3,2158Up to 2500 kn

Household 
incomes

3,11537001 and more

3,31904001-7000 kn

130

87

56

294

410

84

704

N

3,3Sample

Region

Settlement 
type

3,1Dalmacija

3,2
Hrvatsko Primorje
and Istra

3,6Lika and Banovina

3,3Rural

3,3Urban

3,2Don't know

Mean
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Using the services of cadastre
Have you used the services of cadastre in the last five years?

*All respondents, N=800

18 19

61

2

Yes, once Yes, several times No, never Does not know /
Does not want to

say

Although the question was slightly different in pre vious research there are no 
significant changes in trend!

37%

64%

%
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Using the services of cadastre
Have you used the services of cadastre in the last five years? – demography

37

55

61

58

46

49

68

57

52

54,5

Did not use

63

45

39

42

54

51

32

43

48

45,5

Used

104

400

292

225

203

218

154

422

378

800

N

Sample 

Education

Age 

Gender

Faculty

High school

Elementary school

More than 60

45-60

31-44

Up to 30

Female

Male
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Using the services of cadastre
Have you used the services of cadastre in the last five years? – demography

6733142Slavonija

5545145Sjeverna Hrvatska

7129198Zagreb and surroundings

73271332501-4000 kn

6139183Up to 2500 kn

Household incomes

61391787001 and more

59412074001-7000 kn

149

97

69

318

482

99

800

N

31

55

40

48

30

37

37

Used

63Sample

Region

Settlement type

69Dalmacija

45Hrvatsko Primorje and Istra

60Lika and Banovina

52Rural

70Urban

63Don't know

Did not use



141www.uredjenazemlja.hr

Last use of cadastre
When was the last time you used the cadastre services?

22 20
24

16 15

2

Less than 6
months ago

6-12 months
ago

1-2 years
ago

2-3 years
ago

More than 3
years ago

Does not
know

* Only respondents who used services of cadastre, N =297

%
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The way of handling cases
Did you use the services of licensed geodetic companies (surveyors) when you last visited the 
cadastre, or you handled the case by yourself?

* Only respondents who used services of cadastre, N =297

63

33

4

By myself

I used the services
of licensed geodetic

companies
(surveyors)

Does not know/does
not want to say

%
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Evaluation of work of licensed geodetic companies 

How satisfied were you with the work of the licensed geodetic companies (surveyors) regarding this 
case?

10
5

19

40

24

2

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

Average = 3,6

*Only respondents who used services of geodetic comp anies, N=97

%
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Evaluation of work of licensed geodetic companies –
comparison with 2006

How satisfied were you with the work of the licensed geodetic companies (surveyors) regarding this 
case?

*Only respondents who handled the case by themselve s, N=188

10
5

19

40

24

2

10 8

16

32 31

3

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

2009 2006
Average (2009) = 3,6

Average (2006) = 3,7

%
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Evaluation of attitude and work of the cadastre 
employee

How satisfied were you with the attitude and work of the cadastre employee regarding this case?

*Only respondents who handled the case by themselve s, N=188

7 5

26 29
33

1

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

%
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Evaluation of attitude and work of the cadastre 
employee – comparison with 2006

How satisfied were you with the attitude and work of the cadastre employee regarding this case?

*Only respondents who handled the case by themselve s, N=188

7 5

26 29
33

14 6

20

29

39

2

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

2009 2006
Average (2009) = 3,8

Average (2006) = 3,9

%
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Obtaining instructions and information
Did you obtain all the necessary instructions and information in cadastre?

*Only respondents who handled the case by themselves , N=188

74

1
8

17

Yes Partially No Does not know/does not want to say

%
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Obtaining instructions and information –
comparison with 2006

Did you obtain all the necessary instructions and information in cadastre?

*Only respondents who handled the case by themselves , N=188

74

17

1

79

14
6

1
8

0

20

40

60

80

100

Yes Partially No Does not
know/does not

want to say

2009 2006
%
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Evaluating speed of processing the case
How satisfied are you with the speed of processing this case?

9 11

19

30 29

2

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

Average = 3,6

* Only respondents who used services of cadastre, N =297

%

150www.uredjenazemlja.hr

Evaluating speed of processing the case –
comparison with 2006

How satisfied are you with the speed of processing this case?

* Only respondents who used services of cadastre, N =297

9 11

19

30 29

2

13
8

23 22
30

4

Entirely
dissatisfied

2 3 4 Highly
satisfied

Does not
know

2009 2006

Average (2009) = 3,6

Average (2006) = 3,5

%
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Perception of expenses
In your opinion, was the overall cost for that case:

*Only respondents who used services of cadastre, N=297

114

37

49

Too low Appropriate Too high Does not know/does not want to tell

%
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Perception of expenses – comparison with 2006
In your opinion, was the overall cost for that case:

*Only respondents who used services of cadastre, N=297

11

49

47

52

37

3

37

0

20

40

60

80

100

Too low Appropriate Too high Does not
know/does not

want to tell

2009 2006
%
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Evaluation of experience with cadastre
How would you evaluate your experience with the cadastre for that case?

6
12

26
31

23

1

Highly
negative

2 3 4 Highly
positive

Does not
know

Average = 3,5

* Only respondents who used services of cadastre, N =297

%
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Evaluation of experience with cadastre–
comparison with 2006

How would you evaluate your experience with the cadastre for that case?

* Only respondents who used services of cadastre, N =297

6
12

26
31

23

1
7 9

26
30

24

3

Highly
negative

2 3 4 Highly
positive

Does not
know

2009 2006

Average (2009) = 3,5

Average (2006) = 3,6

%
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Evaluation of change of quality of cadastre 
functioning

Generally speaking, would you say that the service quality and cadastre functioning in the last few years 
has been improving, has remained the same or has worsened?

* Only respondents who used services of cadastre, N =297

46

13

34

7

Improving Remained the same Getting worse Does not know

%
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Main results of the survey – Public perception – The Cadastr e

�The respondents have medium knowledge of the docume nts obtained at the cadastre. The two documents 
most frequently mentioned are extract from cadastra l maps and property deeds, which are the typical 
documents issued by the cadastre. 13% of respondent s incorrectly mentioned obtaining title deeds, which  
is an indication of poor knowledge of property and ownership concepts. Almost half of respondents have  
not offered a single response. 

�The general score of the performance of the cadastr e is 3,3 which may be considered to be positive. Th ere 
are no significant differences between the scores g iven in the 2006 survey.

�As opposed to the scores given to the land registry  that differed according to region, the cadastre wa s 
given fairly equal scores by all socio-demographic groups. 

� Around 60% of respondents have not made use of the services provided by the cadastre in the past 5 
years. The fact is that a somewhat smaller number o f people use the cadastre than they do the land 
registry, which confirms the indications that this is the way in which the real property market should 
function. 

� Approximately one third of respondents used the ser vices of surveyors, whereas 63% personally handled 
their cases. As a matter of fact, citizens are usua lly not given much choice because for some types of 
surveys or operations they have to seek help from l icensed surveyors. The average score of geodetic 
companies is 3,6, with over 80% of respondents bein g more or less satisfied with the services provided . 
This score is not significantly different from the one in the 2006 survey.

�The cadastre staff was also given positive scores – 3,8. In this case there are also few of those 
dissatisfied with the staff’s relation towards clie nts and with their performance, a little over 10%. The 
score does not differ from the one in the 2006 surv ey.
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Main results of the survey – Public perception – The Cadastre

� Around ¾ of respondents obtained all requested instr uctions and information, which indicates good 
organization of providing information in the cadast re. Satisfaction was somewhat higher in 2006, howev er, 
not significantly. 

� The promptness in solving cases was given the avera ge score of 3,6, which is on the same level with th e 
3,5 score in 2006, and reflects the respondents’ pos itive attitude towards the performance of the cadas tre. 

� Around one half of respondents think of the costs o f handling their case as appropriate, whereas over 
one third believe they were too high. In this respe ct better scores were given to services provided by  the 
cadastre, than the land registry. In relation to 20 06 there are no relevant differences in response st ructure.

� The overall score of the cadastre is 3,5, which ref lects respondents’ general satisfaction with their 
performance. As with the land registry, the relativ e majority of respondents believe that the performan ce 
of the cadastre is improving, even though the evalu ation scale does not corroborate these findings 
(cadastre performance was given lower scores than i n the 2006 survey).
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� Land registry department

� Cadastre

� Real property overview

� Project "Organized land"

Survey results Survey results –– Public Public perceptionperception
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Trust in institutions
I would like you to give a mark to each institution on whether this institution can be trusted in performing 
its work in compliance with the law and without any corruption or other forms of avoiding the law.

*All respondents, N=102

4,0

3,2

2,9

3,0

2,9

3,0

2,3

3

7

15

13

14

9

25

6

16

19

19

21

17

25

15

37

23

29

24

29

23

33

23

23

23

21

19

7

35

13

10

10

9

7

5

8

4

10

7

11

19

15

Registers

Police

Land Registry Offices or Municipal
Courts

Cadastral offices

Tax authority

Customs

Department for issuing building permits

Cannot be trusted at all 2 3 4 Can be entirely trusted Does not know

%
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Perception of benefits of real property registration 
for the CITIZENS

In your opinion, what are all the benefits of real property registration for the citizens?

*All respondents, N=800

17

17

11

7

6

4

3

4

44

Legal security

Legalization in general

Certificate of ownership

A possibility to obtain a building permit

Easier sale of real property

A possibility to obtain a mortgage loan

No benefits

Other

I do not know %
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Perception of benefits that the STATE has from the 
registration of citizens’ real property

Do you know any benefits that the STATE has from the registration of citizens’ real property?

*All respondents, N=800

35

20

2

2

1

1

5

40

Records of real property for taxing
purposes

Revenue from the entire registration
process

Records of ownership

Real property market development

Control/Safety/Fight against coruption

Records of land parcel

Other

I do not know %
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Real property ownership
Are you personally an owner or co-owner of a real property, i.e. an apartment, weekend house, 
business premises or land parcel? 

All respondents, N=800

62

15

23

Yes, the interviewee personally

No, but some other household member is an owner

No, none of the household members is an owner

%
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Real property ownership
Are you personally an owner or co-owner of a real property, i.e. an apartment, house, weekend house, 
business premises or land parcel? – by demography

All respondents, N=800

66

55

71

83

75

55

24

58

68

62

Yes, the 
interviewee 
personally

104

400

292

225

203

218

154

422

378

800

N

23

30

14

8

11

31

51

28

18

23

No, but some 
other 

household 
member is an 

owner

14Sample 

Education

Age 

Gender

11Faculty

15High school

16Elementary school

8More than 60

1345-60

1431-44

25Up to 30

15Female

14Male

No, none of the 
household 

members is an 
owner
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Real property ownership

Are you personally an owner or co-owner of a real property, i.e. an apartmant, house, weekend house, 
business premises or land parcel? – by demography

All respondents, N=800

152461142Slavonija

32176145Sjeverna Hrvatska

142264198Zagreb and surroundings

1123661332501-4000 kn

191467183Up to 2500 kn

Household 
incomes

1331571787001 and more

1323642074001-7000 kn

149

97

69

318

482

99

800

N

33

18

15

19

26

27

23

No, but some 
other 

household 
member is an 

owner

45

67

62

68

58

55

62

Yes, the 
interviewee 
personally

14Sample

Region

Settlement type

22Dalmacija

14
Hrvatsko Primorje and
Istra

22Lika and Banovina

12Rural

16Urban

18Don't know

No, none of 
the household 

members is 
an owner
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Type of real property in ownership

What types of real property do you personally own, regardless of the fact whether you are the only 
owner or co-owner?

*Only respondents  who personally own a real proper ty, N=498

81

43

15

10

5

1

2

3

Residence facility
(house/apartment)

Agricultural land

Forests

Weekend house

Business premises

Building plot

Something else

Refuses to say %
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Types of real property owned by other members of 
household

What types of real property are owned by other members of household, where you do not have an 
official ownership share?

* Only respondents who own a real property, N=684

43

37

20

7

3

2

2

11

Other members of household do not own any
real property 

Residence facility (house or apartment)

Agricultural land 

Forests

Weekend house

Business premises

Something else

Refuses to say %
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Method of real property acquisition

How did you acquire this real property?

* Only respondents who mentioned a real property, N=5 81

32

31

20

10

2

1

1

2

1

Inheritance

I bulit it myself

I bought it on the market

I bought the social apartment off

I bought it from the state agency

Return of nationalized assets

Gift agreement

Something else

Refuses to say %

168www.uredjenazemlja.hr

Real property registration
Is the apartment or house where you live registered in the land registry office (i.e. The Municipal Court)?

*Only respondents who mentioned a real property, N=5 81

87

62
5

Yes No In the registration procedure Does not know/Does not wish to say

%
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Real property registration
Is the apartment or house where you live registered in the land registry office (i.e. The 
MunicipalCourt)?

*Only respondents who mentioned a real property, N= 581

87

91

81

83

87

89

90

85

89

87

Yes

6

4

8

9

7

1

3

6

4

5

No

81

295

205

172

151

163

96

319

262

581

N

4

2

2

3

2

1

2

3

1

2

In the 
registration 
procedure

6Sample 

Education

Age 

Gender

3Faculty

4High school

9Elementary school

5More than 60

445-60

931-44

5Up to 30

6Female

6Male

Does not 
know/Does 
not wish to 

say
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Real property registration
Is the apartment or house where you live registered in the land registry office (i.e. The 
MunicipalCourt)?

83

85

83

97

83

87

82

90

87

89

91

84

79

87

Yes

210108Slavonija

1115129Sjeverna Hrvatska

446143
Zagreb and 
surroundings

32111012501-4000 kn

1227116Up to 2500 kn

Household 
incomes

5231457001 and more

3231574001-7000 kn

89

70

42

242

339

62

581

N

2

1

4

2

2

2

2

In the 
registration 
procedure

12

6

3

7

4

4

5

No

6Sample

Region

Settlement type

3Dalmacija

7
Hrvatsko Primorje and
Istra

11Lika and Banovina

8Rural

4Urban

8Don't know

Does not 
know/Does 
not wish to 

say

*Only respondents who mentioned a real property, N= 581
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Reasons for registration

What was the main reason that you decided to register the property if the real property had not been 
registered at the moment you acquired it?

* Only respondents who registered a real property, N =516

28

19

18

5

2

1

1

1

1

22

2

The real property had already been
registered at the moment it was purchased

In order to respect law

In order to protect my ownership

In order to obtain a bank loan (mortgage) 

In order to purchase or sell a real property

In order to obtain a construction permit

In order to connect to infrastructure network

Further inheritance of real property

Family decided so

Something else

Refuses to say %
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Registration of change of ownership
Have you registered the change of ownership, i.e. the fact that you are now the owner?

* Only respondents whose real property was already registered, N=135

87

13

Yes No

%
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Reasons for not registering the real property

What is the main reason that you did not register the change of ownership?

*Only respondents who did not register, N=18

Multiple answers

N

It is too expansive 2

Ownership situation is too complicated 2

Registration is in progress 2

Transcript will be done after death 2

I can’t get hold of all necessary documents 1

I do not feel the need 1

I did not consider it to be necessary 1

I do not have time 1

It is still being repurchased 1

Family relationships 1

They didn’t send anything to me 1

Something else 1

Does not know 5
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The year the registration procedure started
What was the year in which you started the registration procedure?

53

6

19
15

7

Before 2001 Between 2001
and 2003

Between 2004
and 2006

Between 2007
and 2009

Cannot
remember

* Only respondents who registered or are in the reg istration procedure, N=386

%



175www.uredjenazemlja.hr

Duration of procedure
How long did the real property registration procedure last, from the day you submitted the complete 
registration until the moment you obtained the decision and ownership sheet?

9
3 5 7 8 8

15
20

26

More than
three years

Between two
and three

years

Between one
and two
years

About one
year

Between six
months and

one year

Between
three and six

months

Between one
and three
months

Less than a
month

Does not
know/Cannot

remember

* Only respondents who registered or are in the regis tration procedure, N=386

%
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The cost of procedure
What was the total cost of registration, taking into consideration all official and unofficial costs?

11
5 4 3

6 7 5

60

Less than 500
HRK

Between 501
and 1000 HRK

Between 1001
and 1500 HRK

Between 1501
and 2000 HRK

Between 2001
and 3000 HRK

Between 3001
and 5000 HRK

More than
5000 HRK

Does not
know/Cannot

remember

* Only respondents who registered or are in the regi stration procedure, N=386

%
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Starting the registration process
Have you ever tried to register the stated real property? 

* Only respondents whose real property hasn’t been registered N=45

24

5

71

Yes No Does not know

%
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Reasons for not registering the real property

What is the reason that you could not register the real property?

* Only respondents who did not register , N=12

Multiple answers

N

It is too expansive 3

It takes too long to register 3

It requires too much effort 2

Ownership situation is too complicated 2

I can’t get hold of all necessary documents 1

I do not have a building permit/illegal constructio n 1

It has been declined 1

Family relationships 1

Does not know 1
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Reasons for not registering the real property

What is the main reason you did not try to register your ownership?

* Only respondents who didn’t register , N=35

33

14

8

6

6

5

5

4

2

1

1

2

15

It is too expensive

The ownership situation is too complicated 

Disease

It is not important to me

I do not know how to do it
I do not see any reason why it would be

important
We will copy it before death

Old house

The building is not registered

I cannot get hold of all necessary documents

Private reasons

There are a lot of us in the building

Does not know %
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Main results of the survey – Public perception – real proper ty status

� There are two institutions that stand out with resp ect to the degree of citizen trust. The institution  citizens trust 
the most are registers. A great majority of respond ents believe that these offices operate in accordan ce with the 
law and without corruption. Negative scores were gi ven to the Department for issuing building permits.  This 
department is trusted by little over 10% of citizen s. The Police, cadastre offices, tax authority and customs were 
given similar scores, the average score being 3,0.

�Among the benefits to be obtained by registering re al property respondents primarily mention legal sec urity and 
legalization in general. These are followed by titl e deeds, whereas concrete benefits are mentioned le ss 
frequently: possibility of obtaining building permi ts, easier sale of real property and the possibilit y of obtaining 
mortgage loans. 

� As benefits for the state the respondents mention r egistration for taxing purposes and revenue from th e entire 
registration process.

� Around 62% of respondents own a real property, wher eas in 23% of households the property owners are ot her 
members of the households. 85% of households are re al property owners, which is consistent with the of ficial 
assessments. 

� Real property owners are more frequently male, and older respondents. Dalmatia is a region with the lo west 
number of real property owners, but with a somewhat  larger number of households in which other members  are 
real property owners. 

�The most frequently owned real properties are resid ence facilities (houses or apartments); around half  of 
respondents own agricultural land. Around 15% of re spondents own forests, 10% own weekend houses, where as 
5% own business premises. The structure is similar for other members of the household who are real pro perty 
owners. 
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Main results of the survey – Public perception – real  property status
�Most common ways of acquiring real property is by i nheritance (32%) and independent building (31%). 
Approximately one fifth of respondents acquired rea l property on the market, whereas one tenth bought o ff the 
social apartments for which they had tenancy rights . 

�A large number of real property is registered at th e municipal court – around 87%, which is a 4% increa se when 
compared to the situation in 2006. Only 5% of respo ndents claim that their real property has not been registered. 
Respondents who have completed only elementary scho ol somewhat less frequently register their real pro perty, 
whereas the highest rate of registered real property  is found in Slavonia (97%). 

�The main reasons for registering are respecting the  law and the protection of ownership. These are the  logical 
primary reasons because not may reasons have that k ind of bearing. Only 5% of respondents registered t heir real 
property in order to obtain a mortgage loan.

�A great majority of respondents have registered own ership transfers. Among those who have not we find various 
reasons: expensive procedures, complex ownership si tuations, registrations in process and the like.

�Real property was most frequently registered in the  period prior to 2001. However, it is important to k now that 
between 2004 and 2006, and between 2007 and 2009 th ere have been significantly more registrations than in the 
period between 2001 and 2003. Apart from the increa se in real property market activity, there is the p ossibility of 
the influence of the Organized Land Project. 

� A relative majority of respondents (25%) do not recall the duration of the procedure. Approximately one fi fth 
report that it lasted less than a month, whereas ar ound 15% say it lasted between one and three months . Also, a 
great majority do not remember the costs of the reg istration, whereas others say they were under 500 k n. 

� There are around 70% of respondents that have not r egistered or have not attempted to register their re al 
property. By far the most frequently mentioned reas on is high costs. The second most frequent reason i s 
complex ownership situations.
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� LR department

� Cadastre

� Real property overview

� Project ‘’Organized land’’

Survey results Survey results –– Public pePublic pe rrceptionception
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Familiarity with the Project
Have you ever heard of the Real Property Registration and Cadastre Project? If you have, how much do 
you know about this Project?

All respondents, N=800

31

26

61

I have never heard of this project
I have only heard of the project, but I do not know  any details 
I know a lot about it
Does not wish to say

%
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Familiarity with the Project
Have you ever heard of the Real Property Registration and Cadastre Project? If you have, how much 

do you know about this Project? – by demography

All respondents, N=800

17%

32%

36%

39%

27%

16%

47%

35%

27%

31%

I have never 
heard of this 

project

69%

61%

58%

51%

64%

78%

44%

58%

63%

60%

I have only 
heard of the 
project, but I 
do not know 
any details 

104

400

292

225

203

218

154

422

378

800

N

12%

7%

3%

7%

8%

5%

6%

5%

8%

6%

I know a lot 
about it

2%Sample 

Education

Age 

Gender

2%Faculty

1%High school

3%Elementary school

3%More than 60

1%45-60

1%31-44

3%Up to 30

2%Female

2%Male

Does not 
wish to say
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Familiarity with the Project

Have you ever heard of the Real Property Registration and Cadastre Project? If you have, how much 
do you know about this Project? – by demography

All respondents, N=800

7%

10%

6%

3%

4%

8%

7%

6%

9%

9%

7%

4%

3%

6%

I know a lot 
about it

3%58%37%142Slavonija

1%68%28%145Sjeverna Hrvatska

3%57%31%198Zagreb and surroundings

2%63%31%1332501-4000 kn

2%57%39%183Up to 2500 kn

Household 
incomes

1%69%20%1787001 and more

1%59%32%2074001-7000 kn

149

97

69

318

482

99

800

N

69%

55%

51%

57%

63%

49%

60%

I have only 
heard of the 
project, but I 
do not know 
any details 

22%

36%

41%

34%

29%

35%

31%

I have never 
heard of this 

project

2%Sample

Region

Settlement 
type

2%Dalmacija

Hrvatsko Primorje and Istra

2%Lika and Banovina

2%Rural

2%Urban

7%Don't know

Does not 
wish to say
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Who is conducting the Project

Do you know who is conducting the organization of this system? 

* Only respondents who are familiar with the project , N=534

10

8

6

4

2

1

1

1

1

3

65

0

Ministry of Justice

State Geodetic Administration

State/State institutions

Local government

Land Registry Office/Cadastre

EU

Court (lawyers, attorneys)

Government of Republic Croatia

Other international organisations

The World Bank

Other

Does not know %
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Familiarity with the brochure
Have you ever seen a brochure which explains the role of cadastre and land registry, the real property 
registration processes, and all of the documentation necessary to register ownership or change some 
data?

All respondents, N=800

11

89

Yes No

%
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Familiarity with the brochure

All respondents, N=800

Have you ever seen a brochure which explains the role of cadastre and land registry, the real property 
registration processes, and all of the documentation necessary to register ownership or change some 
data?
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The clarility of brochure
How would you describe clarity and information provided in the brochure?

4
9

34

22

12
18

Bad Basic Good Very good Excellent Does not
know

* Only respondents who have noticed the brochure, N =91

Average = 3,4
%
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Web site
Have you ever visited the web site www.uredjenazemlja.hr<http:www.uredjenazemlja.hr>?

All respondents, N=800

7

93

Yes No

%
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Web site

All respondents, N=800
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Main results of the survey – Public perception – Orga nized Land Project

Almost 70% of respondents have heard of the Organiz ed Land Project, out of which 10% are well 
acquainted with the Project (others have merely hea rd of it, but do not know the details). Persons that  
are best acquainted with the Project are those with  higher education and income, persons from 
Zagreb, Istria and Primorje. 

Very few respondents know who is running the Projec t. Most frequently mentioned institutions are the 
Ministry of Justice, State geodetic administration and other government institutions. One tenth of 
respondents (most frequently those with higher educ ation) have seen the brochure. The clarity and 
informative quality of the brochure were given the average score of 3,4. Out of other educational 
materials, 7% of respondents visited the Project’s web site. These were more frequently respondents 
with higher education, and persons from Istria and Primorje.
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SUMMARY
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Summary – users' satisfaction – citizens

� Considering the fact that the method of collecting data has changed and that 
there has been a reduction in the range of land registry offices and cadastral 

offices, the direct comparison of the data is not methodologically accurate. 

� Even though the methodology has been somewhat changed, the similar trends 

can be noted like in the previous research. 

� The reasons for coming to the Land registry office and cadastral offices, as it was 

expected, have not significantly changed.

� More than half of the users resolved their case in one day. Like in the previous 

research, more time was needed for solving certain types of cases (recording the 

object, deleting life-long usufruct).

� Great majority of users is content with the service provided during the procedure. 
Grades are somewhat lower than in the previous research, but this is primary

because new methodology has been applied.
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Summary – users' satisfaction – citizens

� Best graded offices of land registry office are Požega, Čakovec, Sisak, 
Koprivnica, Rijeka and Bjelovar. On the other hand, respondents in Split and 

Zagreb were satisfied the least. 

� Cadastre offices are graded better than land registry office in this project, and the 

differences between the offices are not big. Office in Rijeka got the worst grades, 

even though its grade was 3,9.

� A great majority of land registry office users (71%) thinks expenses are 

appropriate; when it comes to cadastre offices, somewhat smaller number of 
users claim that, 57% of them. 

� About 61% of users claim that land registry office's quality of service is getting 
better, and 62% of cadastre offices users claim the same.

� About 1/3 of users of both types of offices noticed the brochure.
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Summary – users' satisfaction – Legal entites

� A great majority of key users mostly take possessory sheet or extract from 
cadastral map. At land registry office, users mostly take ownership sheet or make 

registration of property.

� Evaluation of users' satisfaction with services and different aspects of cadastre 

functioning has not changed significantly since the previous research; key users 

are satisfied the most with the services they use most often.  

� Although satisfaction with individual services and aspects of functioning of 

cadastre was graded relatively well, the average grade of functioning of cadastre 
is 3. 

� A bit more than half of the users notice development in work of cadastre, 
especially concerning the speed of work. If we compare it with the results in the 

previous research, it is notable that this is the biggest difference, which is not 

surprising having in mind that significant changes in the work of the system 
happened few years ago, and the users already got used to new, more qualitative

system of work.
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Summary – user's satisfaction – Legal entites

� As well as in evaluation of work of cadastre, evaluation of satisfaction with 
services and different aspects of functioning has not changed much. 

� Although satisfaction with certain services and aspects of work of cadastre was 
graded relatively well, the average grade of land registry office's work is 2,8, 

similar as with cadastral offices. 

� A bit more of users claim they noticed development in work of land registry office, 

about 2/3 claim the progress was noticed. 

� Real property registration and cadastre project itself and its contribution are 

graded with average grade of 3,1. 
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Summary – Public perception

� Citizens are relatively well familiar with land registry offices’ and cadastre’s 

activities even though there are dilemmas about functions of certain offices and 
documents they issue.

� Both offices’ activities were graded above 3 in average, similar to the previous 
survey.

� Around 46% of citizens used land registry office services, and 37% used cadastre 
services.

� Citizens haven’t significantly changed their stand when it comes to evaluation of 

benefits of registration of ownership for citizens and the state. And they further 

adduce that the main benefits for citizens are legal security, legalization and 

certificate of ownership, whilst the main benefits for the state are records of real 
property for taxing purposes and revenue from the entire registration process.

� A majority of citizens, 87% of them, who are real property owners have registered 
apartment or house they live in.


