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	PART  1: Comments



	
	Reviewer’s comment

	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 manuscript makes a meaningful contribution to the growing body of literature on social media utilization in public sector service delivery, particularly within developing economies. By empirically investigating the role of social media data gathering, mobilization, and usage on customer experience in Kenyan public service centers, the study provides valuable insights for policymakers, administrators, and researchers. The findings contribute to improved understanding of digital engagement strategies and their influence on public service efficiency and responsiveness. The study is timely and relevant given the rapid digital transformation of public institutions
	

	Is the title of the article suitable?

(If not please suggest an alternative title)


	Yes, the title is clear, informative, and appropriate, accurately reflecting the scope, variables, and case study of the research.

Optional Suggested Alternative Title (if refinement is desired):

Influence of Social Media Practices on Customer Experience in Kenya’s Public Sector: Evidence from Huduma Center GPO
	

	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.


	The abstract is adequate, well-structured, and informative, clearly outlining the background, objectives, methodology, key findings, and recommendations. However, the abstract could be improved by:

i. Simplifying some sentences for clarity and readability.

ii. Explicitly stating the research design and statistical tools used.

iii. Briefly highlighting the practical implications of the findings.
	

	Is the manuscript scientifically, correct? Please write here.
	Yes, the manuscript is scientifically sound. The research design, sampling procedure, statistical analysis, and interpretation of findings are methodologically appropriate and logically structured. The regression model, data presentation, and hypothesis testing are clearly explained and correctly applied. The conclusions are consistent with the reported findings.

Minor improvements are suggested in:

i. Methodological clarity,

ii. Statistical interpretation consistency,

iii. Strengthening theoretical integration in the discussion.
	

	Are the references sufficient and recent? If you have suggestions of additional references, please mention them in the review form.
	The references are adequate, relevant, and reasonably recent, covering both foundational and contemporary literature. However, the study would benefit from:

i. Inclusion of more recent studies (2022–2025) on social media, digital governance, and public service delivery.

ii. Adding more African-based empirical studies for stronger contextual relevance.
	

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


	The manuscript demonstrates moderate language quality, but requires professional proofreading and language editing. Key issues include:
i. Grammatical inconsistencies

ii. Sentence structure errors

iii. Redundancies

iv. Occasional ambiguity

A thorough language revision will significantly enhance clarity, readability, and academic tone.
	

	Optional/General comments


	i. The literature review is extensive but can be better synthesized rather than presented mainly as summaries.

ii. The discussion section should more strongly link findings to theory and prior studies.

iii. Some tables could be better formatted for clarity such as Table 3.
iv. Ethical considerations should be briefly highlighted in the methodology section.
v. Verssimo and Menezes (2019); Ali, 2019; Maklan & Klaus, 2019; Rose, Hair, & Clark, 2021; etc were not mentioned in the reference section.
vi. 
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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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