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Abstract

Increasing competition in the insurance industry has made most industry executives think of ways
to stay in business, so they have to look for ways to increase their sales and other goals including
attracting customers, such as reducing costs, quality of service, proper behavior of employees,
reducing administrative bureaucracy, reducing the time to do customer work when entering the
company, reducing the time to pay compensation to the customer and innovation to gain
competitive advantage and so on. Therefore, the purpose of this study is to predict and rank the
factors of customer attraction in Mellat Insurance Company of Shiraz during the three years 2019
to 2021. For this purpose, the system dynamics model and network data envelopment analysis
have been used. In order to formulate the factors of customer attraction, first the causal-loop
diagram and then the stock-flow diagram were simulated. Then, this operation was performed for
different scenarios and the simulated results were entered as the input of the network data
envelopment analysis model. Based on the obtained result, the best and most efficient factors of
customer attraction were selected and the interaction of these factors and their impact and the
success of customer orientation was addressed.
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Figure 1- Research steps.

Jwocsle-0

Jde (g stl— Lo Sla500 b ol (,)'\J Il Emgss cpl )3 (5 Rbe ol glay S y9 Jde ($3lwand 5 (s3lwdde 1y
o5 b =Sl lased 4 | (gl e Jlased Bl 3V (S5luntns (St (Sl s 598 oy by e S 2l 5
Y

S Ao
“il

YAA

oA

“

FAY=¥ 03 tamin VA8 550 Fojled 0 0y55 «Ollas 55 330 ‘_;)5(..:4.@5



3
5
7
7
=
s
3
)
&
).
)
)
]
)
?
g‘
7
g‘
a
3
J
2
K
)
Y
4
R
g
5
3
3
%
5
A,
bl
3‘
3
g

gk gl (le logei -0-)

Oy SLAR 5 5 0y DLalid)lS s 3l tags s HSSE (Gla pite (i 0l b dad e 350 g0 5050 Dlsl ) 1 b
A% glwars (g3l liw 5 (5 i o (Slay S s S (g5l e I3 505 LB 55 5 A3 S s

%
I G o aslo g CiS' 34
S it
+
b Sailel ady
+
T walos SMass il 391
» +\ 4o &
9P S

4 bl
FOWN
ik

QU aow

Sk arey
H
Slinks dlawlg 41 b iy

+
[XTE FEY PREJUIIRTS
- O don g

(gl e jloges LB o (gl i (gla S ges =T S
Figure 2- Compilation of customer attraction factors in the form of causal diagrams.
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Figure 3- Compilation of customer attraction factors in the form of state-flow diagrams.
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Figure 4- The effect of price reduction on customer service attractiveness.
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Figure 5- The effect of price reduction on customer attraction rate.
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Customer recruitment rate through word of mouth advertising
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Figure 6- The effect of increasing contact rates on mouth-to-mouth advertising rates.

S i 82 (5 ygiS1 (19l (gLl y yo alio (g9 L sy -7

ol s Sl 0l o0 O 31 kel Sy 4l 3 gy il Sl Lo b pitme o (sl wwwrwp‘\s&wm
ol Sla el 5 8 I 55 b ol e 1y (S3date o ke (slaay 38 alm o ol 53 5 50l eslinl ol (gl 3500 (o g sl
ool 53 o 13,8 Bl ol (sl las i Olgisas [y Jho Sl el Lol 230 5 315 13 s Ciliius atonn

35 tlie 2 5 Sl 0 @) Sl ol sl 51 03l U 5 e go atels 53 Un el it by ailidy sl 5 i i

o> ASJjLQLo.A R | o.L::dﬁb‘ \ djk)éﬁ)b@)bufﬁbliﬂéua R oM&b—\:xL“ALSﬁ)L\MbJ%J} LS}?.)L“‘"

;ﬂJJJ..gu:aJ.’eLgm}L::\._,JgLsﬁjl.;w).s)g;.w\a&a:\:xusj}dbd%qbuij\i ‘.lzilj&dju}llmdojsbml@uzf

;‘}a&))‘}dﬂjjbﬁ)uﬁéuﬂbgwg:»w‘ D.L:ub)‘})lj;))}‘}i»bx)uﬁ L’ﬂj.&{))bwduﬂbg ‘Li‘J‘:

el o.L.iad.:}\;ﬁ:QTCfiqmlalﬁ‘\Sw\ amw)ﬁ(uw@\tﬁ?j)d%lfduwﬁbﬁg}

s 03z (gl eS8 gas gl o alites (ggylw - Jguz
Table 1- Different scenario in order to formulate customer attraction factors.
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Figure 7- The effect of three scenarios on the number of actual insurance applicants.
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Figure 8- Impact of three scenarios on income.
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Figure 9- Research network structure.
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Table 3- Results of evaluation of units in 1398.
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Table 4- Results of evaluation of units in 1399.
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