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600

FIG. 6

Receive simulation data for a customer interaction involving a 
customer service, wherein the simulation data includes: a set of 

operational parameters associated with the customer interaction, 
subscriber information for a set of customer subscribers 
associated with the customer service, and a set of rules 

associated with providing the customer service

610

Process, using a simulation model, the simulation data to 
determine a simulation outcome of the customer interaction 

according to the simulation data
620

Determine that the simulation outcome does not satisfy a next 
best action threshold630

Determine, based on determining that the simulation outcome 
does not satisfy the next best action threshold, an updated set of 

rules to change a service agreement associated with providing the 
customer service

640
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700

FIG. 7

Receive simulation data associated with engaging in an 
interaction involving a service, wherein the simulation data is 

associated with a set of users and a set of rules for providing the 
service to the set of users

710

Simulate, using a simulation model, the interaction according to 
the simulation data to determine a probability of a desired 

outcome of the interaction according to the simulation data, 
wherein the simulation model is trained according to historical 

data associated with a plurality of previous interactions involving 
the service

720

Determine whether the probability satisfies a next best action 
threshold, and when the probability satisfies a next best action 
threshold: provide a next best action output according to the 
simulation data to permit performance of a next best action 

associated with providing the service to the set of users according 
to the set of rules; or

730

When the probability satisfies the next best action threshold, 
provide a next best action output according to the simulation data 

to permit performance of a next best action associated with 
providing the service to the set of users according to the set of 

rules; or

740

When the probability does not satisfy the next best action 
threshold, determine updated simulation data that causes the 

probability of the desired outcome to satisfy the next best action 
threshold, wherein the updated simulation data includes an 

adjustment to the set of rules

750

Provide a next best action output according to the updated 
simulation data to permit performance of a next best action 

associated with providing the service to the set of users according 
to the adjustment to the set of rules

760
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800

FIG. 8

Monitor an ongoing interaction between a service representative 
and a user810

Determine simulation data for the ongoing interaction, wherein the 
simulation data includes: a set of operational parameters 
associated with the ongoing interaction, user information 

associated with the user, and an initial set of rules associated with 
providing a service to the user

820

Process, using a simulation model and during the ongoing 
interaction, the simulation data to predict a probability of a desired 

outcome of the ongoing interaction according to the simulation 
data, wherein the simulation model is trained according to 

historical data associated with a plurality of previous interactions 
corresponding to the ongoing interaction and a plurality of 

subscribers of the service

830

Determine that the probability does not satisfy a next best action 
threshold840

Determine, based on determining that the probability does not 
satisfy the next best action threshold, an updated set of rules that, 
when processed using the simulation model, cause the probability 

to satisfy the next best action threshold

850

Generate a next best action output according to the updated set 
of rules860

Provide the next best action output to a user device of the service 
representative to enable the service representative to perform a 

next best action during the ongoing interaction
870


