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 Reviewer’s comment Author’s comment (if agreed with 

reviewer, correct the manuscript and 

highlight that part in the manuscript. 

It is mandatory that authors should 

write his/her feedback here) 

Compulsory REVISION 

comments 

 

Improve the conceptual framework. My idea is empathy, responsiveness, 

assurance, tangibles, reliability are dimensions of service quality. This means, 

the process of evaluation of service quality lies in the context of service delivery 

(in this case loan acquisition). The author may place the service quality 

measures within the loan acquisition procedure which would determine the 

customer satisfaction. 

On findings: it is not certain what test of difference was conducted in the 

assumption. The use of t-test suggest test of difference between two groups, but 

the writer did not include what is the difference all about. Perhaps, the author 

may use Pearson r to test for relationship, or regression analysis between 

tangibility and customer satisfaction. This perhaps may be done with the rest of 

the indicators.  

 

Minor REVISION comments 

 

Improve the abstract. Usually the abstract contains short introduction, the 

general objective of the study, method, finding and perhaps, if necessary, 

implications.  

Line 27-28. Improve sentence construction e.g. “satisfaction is a subject is a 

subjective concept” 

Line 29. Since writer mentioned concept of satisfaction in the literature 

includes values quality and satisfaction, writer must cite the authors for 

proper attribution 
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comments 
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