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CHAPTER ONE
1.1 INTRODUCTION
The advent of information and communication technology (ICT) has transformed the way governments deliver public service with E-Government emerging as a key driver of efficiency, transparency and accountability. In Nigeria, the Nigerian immigration service (NIS) has embraced E-Government initiative to improve service delivery and enhance citizen experience. This project aims to assess the impact of E-Government on public service delivery in Nigeria using the NIS as a case study.
In recent decades, information and communication technologies (ICTs) have become central to public sector transformation worldwide. The term e-government refers to the use of ICT, particularly internet-based applications, to deliver government services, exchange information, and facilitate transactions between government and citizens (G2C), government and businesses (G2B), and among government agencies themselves (G2G). 
The underlying goals of e-government initiatives include enhancing service efficiency, improving accessibility, promoting transparency, reducing administrative costs, and increasing citizen satisfaction.
Globally, countries such as Estonia, Singapore, and the United Arab Emirates have leveraged e-government to streamline public service delivery, significantly reducing processing times, minimizing bureaucratic bottlenecks, and improving public trust. In Africa, nations like Rwanda, Kenya, and South Africa have also made significant strides, demonstrating that even in developing contexts, e-government can contribute to more responsive and accountable governance.
In Nigeria, the federal government has embraced e-government as part of broader public service reforms. This commitment is reflected in policy documents such as the National e-Government Master Plan (2019–2023) and the National Digital Economy Policy and Strategy (2020–2030). Agencies including the Nigerian Immigration Service (NIS) have been at the forefront of implementing digital platforms for public services such as passport applications, visa processing, resident permits, and border control operations.
The NIS, established in 1958 and transformed into a paramilitary agency in 1992, is responsible for migration management in Nigeria. In recent years, it has adopted various e-government tools: the online passport application system, electronic visa-on-arrival portal, biometric data capture, online payment platforms, and automated border management systems. 
These reforms aim to enhance service delivery, reduce human interface (and by extension, opportunities for corruption), and align Nigeria’s immigration processes with global best practices.
However, despite these advancements, challenges persist. Complaints about system downtime, slow service delivery, inconsistent user experiences, limited digital literacy among some applicants, and infrastructural constraints have raised questions about the actual effectiveness of e-government in improving NIS service delivery.


1.2	STATEMENT OF THE PROBLEMS
	Despite efforts to improve public service delivery, Nigeria’s public sector continues to face challenges such as inefficiency, corruption, and limited access to services the Nigerian Immigration Service (NIS) is no exception with citizens of ten experiencing delays, bureaucracy and lack of transparency in service delivery. 
These challenges suggest a gap between the theoretical benefits of e-government and its practical outcomes in Nigeria. If unresolved, such gaps can undermine public confidence, waste public resources, and slow progress towards digital governance. This study is therefore necessary to critically assess the impacts of e-government initiatives on service delivery within the NIS, identifying both achievements and shortcomings, and proposing strategies for improvement.

1.4	OBJECTIVES OF THE STUDY
i. To assess the impact of E-Government initiatives on service delivery in 
the Nigerian  Immigration Service (NIS)
ii. To evaluate the effectiveness of E-Government services in improving citizen satisfaction and reducing bureaucracy in NIS.
iii. To identify challenges and limitations hindering the successful implementation of E-Government in NIS
iv. To examine the relationship between E-Government and public service delivery in Nigeria.
v. To provide recommendations for improving E-Government service delivery in NIS and the broader Nigerian Public sector.

1.5	RESEARCH QUESTIONS
i. What challenges and limitations does NIS face in implementing E-
Government Service?
ii. What strategies can be employed to improved the effectiveness and efficiency of E-Government services in NIS?
iii. What are the significant difference in service delivery between traditional and E-Government Services in NIS?

1.6	SIGNIFICANCE OF THE STUDY
The study’s findings will inform policy decisions on E-Government implementation in Nigeria particularly in the public sector.
The study will identify areas for improvement in E-Government service delivery, enhancing and satisfaction.
The study will contribute to the growing body of research on E-Government in developing countries particularly in Africa.
The study recommendations will provide practical insights for government agencies, policy makers and stakeholders an effective E-Government implementation.
The study will highlight the potential of E-Government to promote transparency and accountability in public service delivery. 

1.7	LIMITATION OF THE STUDY
i. Limited generalizability to other Government Agencies or Countries
ii. Sample size and representation may not be comprehensive
iii. Rapidly evolving E-Government landscape may limit study’s timeliness
iv. Potential bases in data collection and analysis 

1.8	DEFINITION OF TERMS
i. E-GOVERNMENT: The use of information and communication Technology (ICT) to deliver public services exchange information and provide citizen engagement 
ii. PUBLIC SERVICE DELIVERY: The provision of essential services by government agencies to citizens including administrative, social and economic services.
iii. DIGITAL DIVIDE: The disparity between individuals or groups with access to ICT and those without potentially affecting E-Government services utilizations
iv. SERVICE QUALITY: The perceived quality of public services, including timeless, accuracy and responsiveness
v. USER-SATISFACTION: The degree to which citizens are satisfied with E-Government services, including ease of use, accessibility and effectiveness.  
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CHAPTER TWO
2.1	LITERATUREREVIEW 
 	E-Government has emerged as a vital tool for enhancing public service delivery, promoting transparency and improving citizen engagement. In Nigeria, various government agencies have adopted E-Government initiatives to streamline services and improve efficiency. This literature review explores existing research on E-Government and public service delivery, with a focus on the Nigerian context.

2.2	INTRODUCTION
This study aims to assess the impact of E-Government on public service delivery in Nigeria, using the Nigerian immigration services as a case study. The study will examine the effectiveness of E-Government initiatives in improving service delivery, enhancing, transparency and promoting citizens satisfaction. The findings of this study will contribute to the growing body of research on E-Government and public service delivery in developing countries and provide insights for policy makers and practitioners seeking to improve governance and service delivery in Nigeria.

2.3	 CONCEPTUAL REVIEW
E-GOVERNMENT: The use of ICT to deliver public services, enhance transparency and promote citizen engagement.
PUBLIC SERVICE DELIVERY: The provision of essential services by government agencies to citizens.
SERVICES QUALITY: The perceived quality of public services, including timeliness, accuracy and responsiveness
CITIZEN SATISFACTION: The degree to which citizens are satisfied with public services. 

2.4	OVERVIEW OF E-GOVERNMENT
E-GOVERNMENT: It refers to the use of information and communication technology (ICT) to deliver public services, enhance transparency and promote citizen engagement. It involves the application of digital technologies to transform government operations, improve service delivery and increase citizen participation.
DIGITAL SERVICE DELIVERY: E-Government enables citizens to access public service online, reducing for physical visits to government offices.
TRANSPARENCY: E-government promotes transparency by providing citizens with access to government information data and decision-making.

2.5	THEORETICAL FRAMEWORK
TECHNOLOGY ACCEPTANCE MODEL (TAM): This framework posts that perceived usefulness and ease of use determine user acceptance of technology.
PUBLIC VALUE FRAMEWORK: This framework focuses on the creation of public value through E-Government initiatives, including service delivery increased transparency and enhanced citizen engagement.
INSTITUTIONAL THOERY: This framework examines the role of institutional factors such as laws, policies and organizational culture in shaping E-Government adoption and implementation.
UNIFIED THEORY OF ACCEPTANCE AND USE OF TECHNOLOGY (UTAUNT): This framework extends TAM by incorporating additional factors such as social influence and facilitating conditions.

2.6	SUMMARY OF THE CHAPTER
	This chapter provides and overview of the study’s background, literature review and theoretical framework. The study assess the impact of E-Government on public service delivery in Nigeria, using the Nigerian immigration service as a case study. The literature review highlights the potential benefits and challenges of E-Government, while the theoretical framework outlines the key concepts and relationship to be explored, the study aims to contributes to the growing body of research on E-Government and public service delivery in developing countries.








REFERENCES   
Heeks, R., (2006), Implementing and managing E-Government an International Study, Sage Publications.
Dunleauy, P, Margetts, H, Bastows, Tinkler, J (2006) Digital Era Governace; IT Cooperation’s, the state and E-Government Oxford University Press.

JOURNAL ARTICLES
Shareef, M.A; Kumar., U., Dwiuedi, Y.K (2011), E-Government Adoption Model (GAM) differing service maturity levels Government information quantity
Carter, L., Belanger, F. (2005). The utilization of E-Government services; citizen trust, innovation and acceptance factors information system journal.

REPORTS 
United Nations Department of economic and social affairs (2020), E-Government Survey, 2020.








CHAPTER THREE
3.0	RESEARCH   METHODOLOGY
RESEARCH DESIGN
In-depth examination of the Nigerian Immigration Services (NIS) as a case study

3.1	COMBINATON OF QUALITATIVE AND ANALYZE DATA
DATA COLLECTION METHODS
SURVEYS: online or offline surveys to collect data form citizens who have used NISE government services   
INTERVIEWS: in depth interviews with NIS officials citizens and other state holder to qualitative insights 
DOCUMENT ANALYSIS : review of existing documents, reports and policies related to E government and public service delivery in Nigeria 

3.2 DATA ANALYSIS 
QUATITATIVE ANALYSIS: statiscal analysis of survey 
SAMPLING
PURPOSE SAMPLING: selection of participants who have experience with NIS  E-government services.
SNOWBALL SAMPLING: recruitment of additional participants through referrals from existing participants
RESEARCH INSTRUMENTS
SURVEY QUESTIONNAIRE: designed to collect data on citizen perceptions and experiences with NIS E-government services.
INTERVIEWS GUIDE: development to guide in depth interviews with stake holders.


3.3 RESEARCH DESIGN
CASE STUDY: in depth examination of the Nigerian immigration service (NIS) as a case study.
MIXED METHOD: combination of qualitative and  quantitative method to collect and analysis data.
CROSS- SECTIONAL: data collection at a single point in time to provide snapshot of the current situation.
POPULATION AND SAMPLE
CITIZENS: Nigerian citizens who have used the Nigerian immigration service (NIS) E-government services
NIS OFFICIALS: employees of the NIS who are involved in the development, implementation and maintenance of E-government services.
STAKE HOLDERS: other stakeholders who have an internet in E-government and public services delivery in Nigeria. Such as policy makers, researchers, and civil society organizations.
3.4	SAMPLE
SAMPLE SIZE: A representative sample of citizens NIS officials and stakeholders will be selected for the study.
SAMPLE TECHNIQUES: A combination of purpose and random sampling techniques will be used to select participants
INCLUSION CRITERIA: Participants must have experienced with NIS E-Government services or not involved in the development, implementation or maintenance of E-Government services.
3.5	DATA COLLECTION METHODS
SURVEYS: Online or offline survey to collect data from citizens who have used NIS E-Government services.
POLICY DOCUMENT: Review of policy document related to E-government and public service delivery in Nigeria.
REPORTS: Review of reports on E-Government initiatives and public service delivery in Nigeria.
SEMI STRUCTURED INTERVIEWS: use of semi-structured interview guides to gather in depth insights from participants
KEY INFORMANT INTERVIEWS: Interview with key stakeholders such as policy makers or NIS official to gather insights.
POLICY DOCUMENTS: Reviews of policy documents related to E-Government and public services delivery in Nigeria.
Reports: Review of reports on E-Government initiatives and public service delivery in Nigeria.
  





CHAPTER FOUR
4.1	NIGERIAN IMMIGRATION SERVICE
	The Nigeria Immigration Service is a vital government agency responsible for enforcing immigration laws and regulations in Nigeria. As the primary agency tasked with managing the country’s boarders. The NIS Plays a crucial role in controlling the flow of people into and out of Nigeria, ensuring national security and facilitating legitimate travel and trade.

4.2	MANDATE
	The NIS is mandated to
Regulate Immigration: Control the entry, residence and departure of foreign nationals in Nigeria
Enforce Immigration Laws: Enforce Immigration laws and regulations, including those related to deportation repatriation and refugee status.
Protect National Security: Prevent illegal entry and exist and detect and prevent immigration related crimes
Issue Travel Documents: Issue passports to Nigerian citizens and visas to foreign nationals wishing to enter Nigeria.

4.3	FUNCTIONS
Border Control: Regulate the entry and exist of people at land boarders, seaports and airports
Visa Administration: Issue visas to foreign national wishing to enter Nigeria
Passport Issuance Issue Passports to Nigerian citizen for international travel.
Residence Permits: Issue residence permits to foreign nationals living in Nigeria.
Immigration Policy Implementation: Enforce immigration policies and regulations
GOALS 
National Security: Protect Nigeria’s boarders and prevent illegal entry and exist
Economic Development: Facilitate legitimate travel and Trade while preventing exploitation.
Citizen Protection: Ensure the Safety and well-being of Nigerian citizens

4.4	CHALLENGES
Inadequate Infrastructure: Limited resources and infrastructure hinder effective border management
Corruption: Corruption undermines the effectiveness of immigration services
Security Threats: Nigeria faces various security threats, including terrorism, human trafficking and smuggling

4.5	E-Government Initiatives
E-Visa System: A digital platform for visa application and processing
Online Passport Renewal: A digital platform for passport renewal and application
Digital Landing and Exit Cards: A digital system for tracking arrivals and departures


4.6 STRUCTURE
Border control department
Responsible for regulating the entry and exit of people at land borders, seaports and airports.
VISA DEPARTMENT
Issues visas to foreign nationals wishing to enter Nigeria 
PASSPORT DEPARTMENT
Issues passports permits to foreign nationals living in Nigeria.

4.7 MODERNIZATION EFFORTS
E-immigration system
A digital platform for managing immigration services
BIOMETRIC DATA SECURITY COLLECTION:
Collects biometric data from foreign nationals and Nigeria citizens.
BORDER SECURITY SYSTEM
Implements advanced border security systems including surveillance cameras and sensors.

4.8 IMPACT OF E- GOVERNMENT ON PUBLIC SERVICE POSITIVE IMPACT
Improved Efficiency
Digitalization of immigration process has reduced processing times and increased productivity. For instance, the e-visa system allows applicants to complete their visa application process entirely online, eliminating the need for physical presence at embassies or consulates. 
Enhanced Transparency
Online services like e-visa applications and digital landing text cards have minimized human interaction reducing opportunities for corruption.
Increased Citizen Satisfaction
E-government services have simplified access to immigration services, fostering confidence among migrants, investors, and the general public.
Reduced Waiting Times
E-government has reduced waiting times for passport issuance and other services.

4.9 CHALLENGES
High Cost
Implementing and maintaining e-government infrastructure is costly.
Poor Electricity Supply and Internet Connectivity
Limited ICT skills among NIS staff and citizens can impede e-government adoption.

4.10	KEY INITIATIVES
E- Visa System replaced the visa-on-arrival system, enabling applicants to apply and receive visas digitally prior to their journey.
DIGITAL LANDING AND EXIT CARDS
Streamlined airport processes, improving immigration tracking and reducing visa overstays.


CHAPTER FIVE
5.0   SUMMARY, CONCLUSION AND RECOMMENDATION
5.1 	SUMMARY OF FINDINGS
The study assessed the impact of E-government on public service delivery in Nigeria, focusing on the Nigerian immigration service (NIS). The findings revealed that e-government initiatives have improved efficiency, transparency and citizen satisfaction. However, challenges such as high costs, poor infrastructure and low ICT skills hinder effective implementation.

5.2 	CONCLUSION
The study concluded that e-government has the potential to transform public service delivery in Nigeria, particularly in the NIS. While challenges exist, the benefits of e-government including improved efficiency transparency, and citizen satisfaction, make it a worthwhile investment.

5.3 	RECOMMENDATION
1. Government should enhance citizen awareness and participation in E-government service through public awareness campaign and user finding interfere
2. Government should regularly monitor and evaluate E-government initiative to identify areas for improvement and endure sustainability.
3. Government should foster collaboration between government agencies, private sector and civil society for staff to develop new idea and solution for E-government services.
4. Government should implement digital literacy programs for citizens particularly in rural areas, to enhance their ability to access and utilize E-government services.
5. Government should promote transparency and accountability utilize E-government platforms to enhance transparency in Nis operations and improve accountability mechanism
6. Government should implement digital literary programs for citizens particularly in rural areas, to enhance their ability to access and utilize E-government services.
7. Government should improve internet productivity, electricity supply and cyber security protocols to supply E-government services
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