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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 wete evaluated. This approach allowed for dynamic modeling and assessment of agent efficiency
under conditions of uncertainty.

Findings: The study found that instant response, personalized service, 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 industry, Netrosphic data envelopment
analysis, Systems dynamics.
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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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Table 4- Results of the efficiency of decision-making units with the netrospheric data envelopment analysis model.
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