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Profit = (satisfiedCustomer + unsatisfiedCustomer) X profitRate )
AdvertisementBudget = profit X budgetRate y
AdEf fectiveness =

(advertisementBudget = 1000000? (internet + TV) X 1.15: (internet + TV) X 1) v
AdoptionFromAd = potentialCustomer X adEffectiveness ¥
adoptionFromWOM

_ PopotentialCustomer X satisfiedCustomer X contactRate x adoptionFractiontential Cu: o
B totalPopulation
DynamicVariable=customer*satisfactionRate 4
Sales=adoptionFromWOM+adoptionFromAd-adoptionFromWOM1 Y
surrenderRate =(unsatisfiedCustomer>surrenderValuel? surrenderValuel:0) A
ReturnRate=surrendered*returnValue A
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Abstract

According to the increasing role of competition among insurance companies in achieving
greater market share, insurance companies are forced to seek methods for increasing customer
satisfaction and loyalty. The insurance companies pay special attention to the provided service
quality and thus the duration of service delivery plays an important role in customer
perception of service quality.This study attempts to design a model for increasing customer
satisfaction and its effect on the market of insurance sales by using simulation paradigms. The
present study is descriptive in terms of purpose because it tests the relationship between the
declared variables during the research in a particular community and in terms of method, a
quantitative study based on the mathematical modeling approach with combined simulation
paradigms using Anylogic software. The research findings show the designed model is
matched with the real world, which means the output data is accurate and valid. After relating
the Discrete Event Simulation Model by identifying the interaction points with the System
Dynamics Simulation Model, the mixed scenario in increasing sales has been implemented.
Considering the Discrete Event Simulation Model and System Dynamics Model are
implemented interactively with each other at the beginning of the simulation model, so due to
high rate of customer satisfaction, the input rate is raised by the System Dynamics Model and
percentage of employee performance is increased. As the number of dissatisfied customers
increases over a period of time, the input rate is reduced by the System Dynamics Model until
the system is finally balanced.

Keywords: Hybrid Simulation, Discrete Event Simulation, System Dynamics, Service
Process.



