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	PART  1: Comments



	
	Reviewer’s comment

Artificial Intelligence (AI) generated or assisted review comments are strictly prohibited during peer review.
	Author’s Feedback (It is mandatory that authors should write his/her feedback here)


	Please write a few sentences regarding the importance of this manuscript for the scientific community. A minimum of 3-4 sentences may be required for this part.


	The research area is relevant as most of the organisations especially service-oriented sectors use AI for enhancing its performance and provide better service for its customers. Hence the topic of study is highly relevant and significant. The scope of the study is explained through the statement of the problem. The study has social, as well as organisational implication. 
	

	Is the title of the article suitable?

(If not please suggest an alternative title)


	Yes, title is ideal. It is a case study of Bank of Kigali and title represents the same. 
	

	Is the abstract of the article comprehensive? Do you suggest the addition (or deletion) of some points in this section? Please write your suggestions here.


	Few more updating can be included. A briefing about the objectives, from whom the samples are collected. Then the main findings can be included. These can be mentioned in order or sequence to maintain professional research reading. Mention only the key words related to study variables.
	

	Is the manuscript scientifically, correct? Please write here.
	Yes
	

	Are the references sufficient and recent? If you have suggestions of additional references, please mention them in the review form.
	
	

	Is the language/English quality of the article suitable for scholarly communications?


	
	

	Optional/General comments


	1. To achieve the objectives, data should be collected from the bank customers. Researchers may justify why data is not collected from bank customers. Data collected from the bank senior managers will bias the study.
2. Few more empirical studies should be incorporated in the literature review. It is ideal if the researcher includes the research gap.

3. The methodology is weak. It must be improvised. The study appears to be causal research rather than descriptive. Please mention the sample size, study variables. Also, it is ideal to justify with the validity and reliability scores of the questionnaire used for data collection. 

4. The results should be discussed in detail. The discussion part is lacking in the analysis. The researchers may justify why chatbot, biometrics and predictive analysis (as AI tools are missing in the analysis). The demographic profile of the respondents is to be included. 

5. Only correlation and regression are mentioned in the analysis which is appropriate. But the analysis part should be enriched. It needs to be improvised.

6. Please mention the main findings of the study based on the three objectives mentioned.

7. The researchers may justify how the data for profitability is taken for this study. They must match the objectives of the study and the research findings.

8. The recommendations appear to be not clear. Needs clarity.

9. The references must be in APA style of referencing.

10. In-text citations should be in proper APA format (Eg . Goldman Sachs)
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	Reviewer’s comment
	Author’s Feedback (It is mandatory that authors should write his/her feedback here)


	Are there ethical issues in this manuscript? 


	(If yes, Kindly please write down the ethical issues here in detail)
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