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What guarantees the survival of organizations in today's world is the
degree of success in meeting the needs and demands of customers,
and this is not possible except through the flexibility of products and
services, as well as the design of systems to create flexibility in
providing goods and services. Service flexibility is one of the most
important and influential success factors of today's organizations and
companies. The purpose of this research was to provide a model to
identify the factors affecting the flexibility of services and to identify
how these factors behave in financial institutions. Therefore, the main
indicators affecting the performance of an organization's services
were extracted from the research literature, then using the opinions
of experts, the relationships and the effectiveness of each of these
variables were determined to be used as input in building the
simulation model. In the simulation stage, the flow diagram was
drawn using Vensim software. Finally, the model of the effectiveness
of flexibility in services was presented. According to the flow diagram
and the proposed scenarios, it was found that in the studied time
period, the flexibility of services increased by approximately 14%
through the proposed scenario. The results obtained from this
research can be a basis for explaining service flexibility strategies in
other financial institutions.
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EXTENDED ABSTRACT

Introduction

The 21st century is the century of changing the traditional paradigms of organization
and management, and the formation of theories based on speed, integration, flexibility,
innovation and creativity in which the elements of organizational survival can also be
summarized. The tight competition that has formed between organizations has not left a
safe margin for any organization and the slightest delay and slip will destroy the
organization. The important factor is the flexibility of the organization to face
environmental factors that surround the organization in the form of opportunities or
threats, and the flexibility of the organization in response to environmental demands and
expectations is a condition for the survival and success of the organization. The
environment can be defined as consisting of stakeholders who are inside and outside the
organization and are effective on the organization's performance, and among these
stakeholders, customers are of particular importance. Hence, banks and financial and credit
institutions need a precise definition of customer needs to gain a competitive advantage.
Customer satisfaction depends on the provision of appropriate services by the bank.
Attracting and maintaining clients along with service flexibility can greatly improve the
efficiency of banks and thus be directly effective in increasing their profitability.

Methodology

The current research employed an applied scientific research methodology. In general,
the data of this research was collected through documentary analysis and fieldwork.
According to the research strategy, most of the data was collected in the field and through
different techniques. The data in this research documented the past 12 months, and the data
of the next 12 months was predicted in the form of simulation based on expert and specialist
opinions of the organization. In this research, the statistical population in question included
managers and experts of financial institutions familiar with customer service topics. The
people selected for participation had at least 10 years of experience working in a financial
institution. 30% of the interviewees had a master's degree and 70% had a doctorate; and
since attention was paid to the dispersion of the statistical population, experts from all
departments of the organization were selected for interview.

Results and discussion

In this research, the following steps were taken: first, the variables affecting service
flexibility were extracted from the research literature and the opinions of experts and
professors. The mentioned variables in addition to their weights were considered as the
input of the simulation model in the second step of the research, the system flow diagram
was drawn in Vensim software and the suggested scenarios were presented to improve the
output variables of the model (flexibility of services). Third, according to the results
obtained from the simulation, a strategic model effective in service flexibility to attract
customers was presented. The implementation steps of the research are shown in Figure 1.
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Figurel. Implementation steps of the research.

Conclusion

The system dynamics approach models complex structures such as organization
management and key system parameter relationships. Efficient modelling of these
dependencies and interrelationships is essential, and a complete understanding of the
system's dynamics and behaviour is an important step towards optimizing its performance.
The presented model was initially built to represent the behaviour of the system under
normal conditions. The performance of the system was analyzed according to several key
performance measures. Based on this, the level of service flexibility increased by increasing
the values of the variables in the optimistic scenario from month 10 onwards, and this
increasing trend continued until the end of the simulated period (until the end of month 24).
Thus, after 14 months, it finally showed 14% more flexibility in services compared to the
base model. In addition, by reducing the values of the variables in the pessimistic scenario
from month 10 onwards, a decrease was observed in the flexibility of services until the end
24-month period with service flexibility amount being 8% lower than the baseline.
Therefore, it is clear that by changing the values of research variables, the level of service
flexibility changed significantly.

Based on this, by increasing the cost and budget spent in the organization, which
includes increasing the budget for setting up and maintaining new systems, proper financial
management, as well as investing in the field of new technologies, an increase in the
flexibility of the system will be observed. System flexibility includes the speed of
synchronization with the rapid developments in the world and the flexibility of the
employees in accepting these technologies. By increasing the flexibility of the system, an
increase in the flexibility of services will be seen. Furthermore, increasing the budget will
increase the use of information technology which includes increasing communication,
information exchange and more appropriate cooperation in new technology platforms,
which in turn increases the flexibility of services. In the future, with the increase in the
budget, more employee training programs could be held, which include training new
processes, holding training workshops, and creating training and support teams leading to
the creation of more trained employees for the organization. A direct effect of these training
programmes is a change in organizational culture and ultimately increased employee
participation. Changes in employees' attitudes will lead to an increase in their flexibility and
participation, which directly has a positive effect on the flexibility of services.
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