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PART 1 (Importance of the manuscript)


	
	Comments of the Reviewers
	Author’s Feedback 


	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 is of great importance to the scientific community as it critically examines the digital transformation of public-service queue management through a novel socio-technical framework that integrates technological reliability, institutional governance, and citizen expectations. By demonstrating that software adoption alone does not ensure service efficiency or behavioral compliance without adequate capacity planning and equitable access, the study provides a robust, context-sensitive research agenda for evaluating public value. 
	




PART 2.1 (Objective Evaluation)

	
	Rating of the Reviewers
	Author’s Feedback (Revision of the Manuscript and Feedback of Authors are mandatory for Rating of 2 and 1)

	1. Is the title clear and appropriate for the paper? 
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The title is clear, highly descriptive, and accurately captures the core focus of the paper, including technology adoption, public service context, and geographical focus. 
	

	2. Is the abstract of the article comprehensive? 
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The abstract provides a thorough overview of the narrative review, covering the operational background, heterogeneous literature findings, socio-technical framework, and broader research agenda. 
	

	3. Are the keywords appropriate and useful?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: Keywords accurately reflect the core themes of the paper and are well-suited for database indexing and academic retrieval. 
	

	4. Is the background information of the paper sufficient and well organized?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The background effectively contextualizes public queues as socio-technical systems, explaining why technology alone does not automatically resolve capacity constraints or social order. 
	

	5. Are the objectives clearly stated?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The objectives are explicitly outlined as three specific research questions at the end of the introduction, focusing on literature inference, socio-technical factors, and evaluation indicators. 
	

	6. Is the literature review relevant?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The literature review bridges Indonesia-specific public service studies with international research on queueing theory, digital government, and public value. 
	

	7. Is the literature review recent?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 4 = Good 
Comments: The paper balances foundational research with recent literature up to 2025 and 2026, anchoring both historical models and contemporary developments. 
	

	8. Is the literature search methodology explained properly? 
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 4 = Good 
Comments: The narrative design, interpretive synthesis, and eligibility boundaries are transparently described, with explicit acknowledgement of the absence of a systematic PRISMA protocol. 
	

	9. Is the Critical analysis of literature done?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The manuscript critically differentiates between software adoption, operational waiting times, citizen perception, and actual rule compliance rather than assuming uniform outcomes. 
	

	10. Is Identification of research gaps/future directions done ?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable

	Rating: 5 = Excellent 
Comments: Section 8 and the overall synthesis clearly identify methodological gaps and propose a concrete prospective research agenda and testable propositions. 
	

	11. Are the conclusions logically arrived?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The conclusions follow logically from the synthesized findings, reinforcing that digital queue management requires institutional governance and capacity alignment. 
	

	12. Are the limitations of the paper discussed?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: Section 7 provides a transparent discussion of the review's limitations, including narrative boundaries, observational study constraints, and non-pooled quantitative data. 
	

	13. What is the Quality of references (i.e. from peer reviewed authentic sources)
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor 
N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The manuscript utilizes authentic, high-quality, peer-reviewed journal sources from operational research, public management, and e-government fields. 
	

	14. Is the manuscript written in clear and understandable language?
Rating Scale: 
5 = Excellent 4 = Good 3 = Satisfactory 2 = Needs Improvement 1 = Poor 
N/A = Not Applicable
	Rating: 5 = Excellent 
Comments: The manuscript is written in highly articulate, clear, and academically rigorous English with excellent structural organization throughout. 
	




PART 2.2 (Subjective Evaluation)

	
	Reviewer’s comment

	Author’s Feedback (It is mandatory that authors should write his/her feedback here)


	Is the title of the article suitable?

If your answer is NO, please provide a brief, clear suggestion for improvement.
	Yes
	

	Is the abstract of the article comprehensive? 

If your answer is NO, please provide a brief, clear suggestion for improvement.
	Yes
	

	Is the manuscript scientifically correct? 

If your answer is NO, please provide a brief, clear suggestion for improvement.
	Yes
	

	Are the references sufficient and recent? 

If your answer is NO, please provide clear suggestion for improvement.
	Yes
	

	Are there ethical issues in this manuscript?
(YES or NO)

(If yes, kindly please write down the ethical issues here in details)

	No
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