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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

1)

2)

3)

4)

5)

6)

7

The paper does not include Keywords. It is something very common in the most of

the papers. Could you include it?

The Section Introduction should include how the paper is organized (sections and
sub-sections). It would help to understand the structure of the paper from the

beginning.

The conclusions of the paper should be clarified and improved:

Can this proposal be extrapolated or compared with other frameworks or

scenarios?

Can this proposal be applied to all the type of banks? What about the online

banks?

The platform (including the hardware and software used) that has supported the
case analysed in detail to obtain the main conclusions is not clear: It is a relevant

component of the case.

The number of references about the subject should be increased. Mainly about
Hierarchical Timed Coloured Petri Nets (HCPN) and bank cash deposit

transactions in order to improve the conclusions and the scope of the research.

According to the paper, the model presented is useful for bank decision makers in
capacity building to enhance service quality and delivery .However, there are not
metrics or key performance indicators about service quality and deliver on the
paper. Has the model presented taken into account these metrics? It is a key

aspect of the paper, as mentioned in the abstract. .

A state of the art or the history review about Hierarchical Timed Coloured Petri

Nets (HCPN) is necessary in the paper.

Minor REVISION comments
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8) One of the assumptions of the paper is that the customers arrive at the banking
premises randomly. Is it not possible to analyse it based on historical data? It could

improve the model presented.

9) There are some paragraphs not properly justified.

10) Please, include a reference about the Statistical Package for the Social Sciences
software (version 17.0).

11) It's assumed that the case has been applied on a testing environment, not on an
operational environment. It has been analysed the impact on the operational

environment?

Optional/General comments

12) In general terms, the paper is interesting, but there are some key aspects about
the methodology were not explained in detail (platform, metrics, KPIs, type of
environment) and the model proposed has not been compared with others.
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