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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.


	This work adds to the expanding corpus of research on customer satisfaction and service quality in the banking industry, especially in developing nations like Cameroon, and is therefore of great scientific significance. The study uses a quantitative methodology based on expectancy disconfirmation theory and queuing theory to empirically demonstrate how operational elements like waiting time and queue management impact consumer perceptions. Its conclusions include context-specific information that might influence scholarly debates as well as useful tactics for enhancing financial institutions' service performance. The study's methodological rigor and emphasis on an understudied environment further increase its applicability to scholars who study customer experience management, behavioral economics, and service operations.
	

	Is the title of the article suitable?

(If not please suggest an alternative title)


	Yes, the title “Quantifying the Effects of Queuing on Customer Satisfaction in Commercial Banks in Cameroon” is suitable and well-aligned with the study’s content.
	

	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.


	Indeed, the article's abstract is thorough and offers a concise synopsis of the goal, methods, main conclusions, and suggestions of the study. In addition to mentioning the application of statistical methods like regression analysis and correlation, it skillfully describes the variables under investigation (waiting time and queue management). It might be more balanced, succinct, and analytically rich with a few tweaks, though. 


My recommendations for enhancement are as follows:


1. Describe the Purpose and Research Gap: 
Include a line outlining the reasons this study is required, such as the paucity of research on customer satisfaction and queuing in the context of Cameroonian banks. This highlights the uniqueness and applicability of the study.
2. Rewrite the Interpretation of the Results: It is counterintuitive that waiting time has a positive impact on satisfaction, as the abstract states. To prevent readers from being confused, this should be briefly explained (for example, because of contextual or cultural issues).
3. Summarize the Statistical Information: 
It is possible to simplify or summarize the significance levels and coefficient values; an abstract that contains too much numerical data may become less readable. Rather, concentrate on the relationships' consequences and direction. 
4. Include a sentence describing the applications or implications: 
Provide a succinct explanation of how the findings might assist bank management or legislators in enhancing customer loyalty and service quality.
	

	Is the manuscript scientifically, correct? Please write here.
	Although the manuscript follows ethical guidelines and follows proper methodology, the theoretical depth and data interpretation may use some work. The manuscript would satisfy the requirements of scientific validity and publication preparation with a more focused discussion of the unexpected outcomes, a more precise formulation of the hypothesis, and an acknowledgement of sample limits.
	

	Are the references sufficient and recent? If you have suggestions of additional references, please mention them in the review form.
	The scope of the reference list is adequate and covers both classic and more modern books. Stronger theoretical integration and a more global viewpoint would, however, improve the paper. Some of the references seem off-topic and ought to be swapped out with more current research that is more pertinent, particularly studies that concentrate on customer satisfaction and service quality in the context of African banks.

The manuscript's intellectual depth and currency would be improved by include more works like:
1. Dabholkar, P. A., Thorpe, D. I., & Rentz, J. O. (1996). A measure of service quality for retail stores: Scale development and validation. Journal of the Academy of Marketing Science, 24(1), 3–16.

2. Harris, L. C., & Goode, M. M. (2010). Online servicescapes, trust, and purchase intentions. Journal of Services Marketing, 24(3), 230–243.
3. Kwateng, K. O., Osei, E., & Osei, C. (2019). Service quality in the banking sector: The case of Ghana. International Journal of Economics, Commerce and Management, 7(5), 20–35.
4. Nguyen, T. P., & Simkin, L. (2017). The dark side of CRM: Advantaged and disadvantaged customers. Journal of Consumer Marketing, 34(1), 49–62.
5. Amoako, G. K., & Okpattah, B. K. (2021). Service quality, customer satisfaction and customer loyalty in Ghana’s banking sector. Cogent Business & Management, 8(1), 1938935.
6. Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2020). Services Marketing: Integrating Customer Focus Across the Firm (8th ed.). McGraw-Hill.
	

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


	The English language of the manuscript is generally understandable and conforms to the conventions of academic writing. However, several sections would benefit from professional language editing to correct minor grammatical errors, enhance sentence flow, and remove redundancies. Improving clarity, consistency, and stylistic precision will make the manuscript more suitable for publication in an international scholarly journal.

Minor grammatical errors, inconsistent verb tenses, and awkward phrasing occur throughout.
Example:

“The rest of the work is structured in this manner.” → could be improved to “The remainder of this paper is structured as follows.”
“Notably, the correlation between waiting time and customer satisfaction is not directly reported, but the positive correlation between waiting time and other variables such as age (0.081) is noteworthy.” → overly wordy; could be simplified.

Some sections, particularly in the findings and literature review, repeat similar points (e.g., on queuing theory and customer satisfaction). These could be streamlined for conciseness.Terms like “queue management,” “queuing,” and “queuing system” are used interchangeably — this is acceptable but should be standardized for academic precision.


	

	Optional/General comments


	This manuscript presents an interesting and relevant study on the relationship between queuing and customer satisfaction in commercial banks in Cameroon — a topic of growing importance in service operations and customer experience research, especially within the context of developing economies. The paper demonstrates good effort in applying quantitative analysis and linking it to established theoretical frameworks such as queuing theory and expectancy disconfirmation theory.

However, the manuscript would benefit from some refinements before publication. The sample size is relatively small and may limit the generalizability of the findings, while the interpretation of the positive relationship between waiting time and satisfaction requires deeper theoretical justification or methodological clarification. Strengthening the literature review with more diverse and recent sources, improving language flow, and providing a clearer explanation of the policy and managerial implications would enhance the academic contribution and readability of the paper.

Overall, the study has strong potential to contribute to the literature on service quality and customer satisfaction in the banking sector if these revisions are carefully addressed.
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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 details)
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