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Abstract

Purpose: This research seeks to measure the impact of digital technologies on improving the attractiveness of insurance
services. The main goal is to identify the most effective digital solutions to increase customer satisfaction and optimize
the performance of insurance companies.

Methodology: By combining two methods, system dynamics and neutrosophic data envelopment analysis, 11 different
digitalization scenarios were evaluated. This approach allowed for dynamic modeling and assessment of agent efficiency
under conditions of uncertainty.

Findings: The study found that instant response, personalized setvice, and reduced violations had the greatest impact
on service appeal. Also, reduced claim handling time and increased call rates were identified as other key performance
improvement factors.

Originality /Value: This research provides a new framework that provides practical solutions for digitizing the insurance

industry. Its findings can help insurance companies prioritize technology investments and improve customer experience.

Keywords: Performance evaluation, Digital transformation in the insurance industty, Netrosphic data envelopment
analysis, Systems dynamics.
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1 Data Envelopment Analysis (DEA)
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Table 1- Persian research background.
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Table 2- Background of Latin research.
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Figure 1- Cause-effect diagram of the research.
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Figure 2- Flow chart-research mode.
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Table 3- Implementation of different scenarios.

Ol wliaudes Lo g2 lew yiolyb
Olegi A~ ol Yo Hlogi O Sleds Ceold
55 110 100 oS E 5

30 % 80% 50% Ol & T osSienly
30 % 80% 50% laai 3 o S 3 25
30 % 80% 50% 63bels als
30 % 80% 50% Sy S ke
30 % 80% 50% il g ST (6 piie Slods 5 o8 law slo ol
30 % 80% 50% Sl slas jals

30 % 80% 50% & ya> aaxlye Stals
30 % 80% 50% Sl Slilsss tals
30 % 80% 50% s slesl 4 S, olo tals




e JG J995 O g s 99,5k b3yl foien 5,51 | &Y
|

Ol Le S a0 S 058 o0 Ll Sl 3 g5l Sy a8 055 o0 HL] e Sl o j5late a5 fnssy Sl v a5 L
J&iyr@»;ﬁ\ﬁyjjwli:bé\qwjo\}gwgLJb—A.gg;.:ms ad oo Ll alads gl aS’ Sbo) e 935, YL s3I Gl
| aJ&aJ)jTY‘

Satisfaction of the insured

400,000
300,000
200,000
100,000
o
1403 1404 1405 1406 1407 1408
Time (Year)
Satisfaction of the insured : Best Scenariet T T T T T T T

Satisfaction of the insured : Base Scenart
Satisfaction of the insured : Worst Scenar#

IS ol 2 gl dw I Y S
Figure 3- The effect of three scenarios on overall satisfaction.

ol L s 5 5 Slassacme e Sl 5l dny 5 35800 Sslpen (52508 SEMNBI (6 S5 e S (ol (5l Sl 43 425 L
1y ol ool Sy (63w s Ciliten (Sl o) 53 a8 | G551 manl Cilisen (5l g las 31 55 g0 Waodls gy Jlos Js alsy 45 035 S o
osBre g (p) 03 3500 SBREI sl i 2 5 At b sl 2 (LS ecilie la s 2 s Lasd s 4 e L s 30 i

W PP RS QTJ.»\SCJQ oS ol 03 g3 o3l Sdgng 555 S 3ls iy e Jhe G 31 ppliw o 2 olulis

Sodug yigh gdosls (g Jodxi Joo -#

)‘ Jdwe w\ oS Cowl 0 0313 c...pj LSJL’ )‘J-E.A S &:ij}'}y ‘5LAA>|.> L; 057eR (S350 BCC L;LA&}‘.DJ:.‘:}%J:H Jdwe s_i.i k):“’u w‘ BE
ol ot 3 5, [32] lis

Min6,
S.t

n

E A/xﬁl < Qox” ir l = 1,2, ., m,
=1

E A,yf}’ >N, r=1.2,..5 (v)
=1

n
j=1

A20,j=12,..,m.

ol ol aalsl s QT& o 45 sl s 395 (slaosls s L N sl

oz andlas 3550 Jdo bl SCdgus 595 s 5 5 2508 S li (8 8 i )
Sdges 55 a8 pammn iad 5y )l 3 eolal b ik Js S 4 0 gmpe Jbs s Y
S s 55 (SbaS porma 53 48 germs 5 iy 25 3l o3l b o 12 (655000 Jhe G g 0ol g5 40 ke o3

.&:éy;j‘,}‘guwwﬁwwﬂj;éiﬁ)\uu;m\Q}éﬁééﬁjubﬁJ#&@oMTzf}@J.uJi.&g

o s =t

Jde (gl >

A FUSS ~ o s et VL ol s w4 |



(\f'f) Al GJLQ.:I“‘ )92

€ Y0¥ diamins dond 9 Flo S 0 10 5O !y OlIllae

. N—

’ DMUS ’

>

—> >
L J

LYY sroslo i g3 o Jo Sdwg yigs JLislw -F ST
Figure 4- The netrosphic structure of the research data overlay analysis model.
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Table 4- Results of the efficiency of decision-making units with the netrospheric data envelopment analysis model.
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