MODELING AND SIMULATING RETAIL MANAGEMENT PRACTICES:
A FIRST APPROACH
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1.2 Customer Satisfaction and In-Store Experiences
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3 WHY USE AGENT-BASED SIMULATION?
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3.1  Selection of modeling technique
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3.2  Agent-Based Modeling and Simulation
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4.1 Knowledge gathering
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4.2  Conceptual Modeling
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4.2.1 Modeling Approach



4.2.2 Concept for the Simulation Model
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4.2.3 Concept for the Actors
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4.2.4 Concept for a Customer Satisfaction Measure
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5 MODEL IMPLEMENTATION

5.1 Implementing the Concept
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5.2 Input Parameters

&P? O

6. %)

O

55
344F' 0

&—80J



-80J 0

-80J &
"0
KL =.00-(G= Nl
0
&
&
L] _80J
0 3
0
&
n 0 &
KL =.0 0-(G= 3l
53 Performance Measures
)
!
0 0



0 %
%
& 1 0
; 0
1
&( >>4; $ !
>> 0 >>B" 1
)
3Q3RB)
H3S3
R4) ,
HB)
3
1 9
)
%
U )
& >7
%
%
_ 3 e
4 ’ 0
)
)
& F
&
S 9:' 0
6 % )
6 %



6 EXPERIMENTING WITH THE MODEL
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6.1 Model Validation
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6.1.1 Staffing Configuration
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6.1.2 Sensitivity of the Service Level Index
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6.2.1 Task Empowerment
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6.2.2 Empowerment to Learn
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6.2.3 Employee development
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6.2.4 Summary and Implications of Management Practice Experiments
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Initizlise

TrEnterBrawse TrEnterSeekRefund

e

WaitRefund

Refund

WaitPay

UaitsM

1 () & ' & ' - G (@)
Situation Min | Mode | Max
leave browse state after ... 1 7 15
leave help state after ... 3 15 30
leave pay queue (no patience) after ... 5 12 20
0 ,

Event Probability of event
someone makes a purchase after browsing 0.37
someone requires help 0.38
someone makes a purchase after getting help 0.56

0 3



e GRS TG e Number of satisfied Overall customer
Department|Cashiers customers satisfaction
Mean S.D. Mean S.D. Mean S.D.
1 4853.50 26.38 12324.05 77.64 9366.40 563.88
2 9822.20 57.89 14762.45 81.04 19985.20 538.30
A&TV 3 14279.90 96.34 17429.70 103.77 28994.80 552.60
4 14630.60 86.19 17185.00 99.09 32573.60 702.64
5 13771.85 97.06 16023.20 82.66 27916.05 574.56
1 8133.75 22.16 18508.20 88.68 17327.95 556.03
2 15810.10 56.16 22640.40 92.00 42339.10 736.61
ww 3 25439.60 113.66 28833.10 115.65 58601.10 629.68
4 30300.70 249.30 32124.60 230.13 74233.30 570.79
5 28894.25 195.75 30475.20 176.41 76838.65 744.31
0 o & 3 '
Sa.tlsfactwn Scenario 1 Scenario 2 Scenario 3
Department | weight value
level Mean S.D. Mean S.D. Mean S.D.
1 16,381.20 242.42 27,624.55 797.73 27,624.55 797.73
A&TV 2 33,095.00 568.22| 274,347.00] 4,061.43 27,541.75| 1,973.94
3 49,720.20 881.91| 2,743,685.00] 59,264.25| -581,334.95| 29,429.71
1 30,383.40 286.14 63,219.15 812.36 63,219.15 812.36
ww 2 60,507.80 699.92| 632,188.00| 8,101.63] 121,107.70| 1,780.45
3 90,687.60| 1,655.07 6,344,035.00] 78,434.26] 260,411.75| 23,349.43
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15133.85 23554.30] 892.55] -3951.40
0.25 15114.75| 60.04] 24331.35[ 907.02| -2316.10| 187.23

0.5 15078.95| 86.24| 24476.95 907.48] -932.40| 243.25
0.75 15008.45| 52.53| 25213.10( 898.61 613.70( 182.03
1 14920.15| 66.42] 25398.95( 1092.50] 1892.80| 237.69




Empower- Normal Utilization of | Utilization of Number of Overall customer
ment level expertise normal staff expert staff transactions satisfaction
Mean ([S.D.| Mean |S.D.| Mean |[S.D.| Mean S.D. | Mean S.D.
0 0.00[ 0.00 0.82| 0.01 0.93( 0.00| 14830.00| 99.82| 28004.00| 823.19
0.25 18.36| 2.10 0.83| 0.01 0.94( 0.00| 14801.00| 73.56| 26937.00| 960.37
0.5 35.66| 2.54 0.84| 0.01 0.94( 0.00| 14782.00| 79.90| 26310.00| 916.38
0.75 53.44( 2.98 0.85| 0.01 0.94( 0.01| 14787.00| 96.45| 25678.00| 1269.68
1 69.35| 2.85 0.85] 0.01 0.94]| 0.00| 14823.00| 80.42| 24831.00| 1043.79
0 9 ¢ 3 '
. Normal staff Normal staff Expert staff Number of Overall customer
Promotional ) . L N N )
expertise utilisation utilisation transactions satisfaction
threshold
Mean S.D. Mean S.D. Mean S.D. Mean S.D. Mean S.D.
0 0.00 0.00 0.00 0.00 0.77 0.01f 15482.35| 97.66| 46125.25|1099.48
0.2 0.00 0.00 0.00 0.00 0.80 0.01f 15302.85| 75.00| 40723.95|1209.39
0.4 0.00 0.00 0.00 0.00 0.82 0.01f 15125.15| 52.03| 34992.75|1770.02
0.6 0.00 0.00 0.00 0.00 0.86 0.01( 14945.30| 118.41| 28958.80| 1460.78
0.8 67.68 3.23 0.86 0.01 0.93 0.02( 14801.95| 92.79| 24661.75| 1058.27
1 68.83 3.84 0.86 0.00 0.94 0.00( 14827.90| 76.14| 24668.80| 843.84
0 F & 3 '




