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Abstract

Introduction: Designing a comprehensive framework for monitoring the performance
of insurance sales agents is a priority challenge for insurance companies. As one of the
most important links between insurance companies and customers, sales agents play a
critical role in achieving organizational objectives, retaining customers, and expanding
insurance markets. However, performance evaluation systems for insurance sales
agents often rely predominantly on limited and one-dimensional indicators,
particularly sales volume and financial outcomes, while giving insufficient attention
to qualitative, behavioral, customer-oriented, and contextual dimensions of
performance. Accordingly, this study aimed to design and prioritize a comprehensive,
multidimensional set of criteria and measures for evaluating the performance of
insurance sales agents. The study specifically addressed the problem of developing a
context-sensitive evaluation framework capable of assessing agents’ performance
within the broader organizational, structural, educational, product-related, and
customer-oriented context of insurance companies.

Methods: This applied study adopted an exploratory mixed-methods approach. Given
the socially constructed and multi-perspective nature of performance evaluation
systems, Soft Systems Methodology (SSM) was employed to understand the
problematic situation and identify the perspectives of relevant stakeholders. Following
the stages of SSM, a rich picture was first developed to represent the problematic
situation and identify the key stakeholders and elements influencing the performance
evaluation system. Subsequently, 13 semi-structured interviews were conducted with
company managers. The interview data were analyzed using thematic analysis, which
led to the formulation of a root definition and the development of relevant conceptual
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models. The conceptual models were then compared with the rich picture to identify
feasible changes and improvements in the existing system, with particular emphasis
on the design and refinement of performance evaluation criteria and measures. Finally,
the identified criteria were ranked and prioritized using the Markus multicriteria
decision-making method.
Finding: The findings indicated that comprehensive evaluation of insurance sales
agents’ performance requires consideration of seven interrelated elements: (1)
organizational goals and expectations; (2) the status of headquarters and branch units;
(3) the status of training programs; (4) the status of insurance products; (5) the status
of customers; (6) restructuring of headquarters and branch units; and (7) the status of
sales agents. The first six elements function as antecedent and consequent conditions
surrounding the central element of agents’ status and performance. Based on the
qualitative analysis, 26 subcriteria and 37 operational measures were developed under
nine main criteria for evaluating sales agents’ performance. The results of the Markus
method showed that customer satisfaction, financial integrity, and qualitative
performance were the most important criteria for evaluating insurance sales agents.
These findings demonstrate that agent performance should not be assessed solely on
the basis of sales volume or short-term financial outcomes; rather, customer
orientation, financial soundness, and the quality of professional performance must be
evaluated simultaneously.
Conclusion: By integrating Soft Systems Methodology with the Markus multicriteria
decision-making method, this study developed a comprehensive and multidimensional
framework for designing performance criteria for insurance sales agents. The
application of SSM enabled the identification of the interrelationships among agents,
customers, products, headquarters and branches, training programs, and organizational
objectives, while the Markus method provided a systematic basis for prioritizing the
identified criteria. The findings indicate that sales agents’ performance is not an
1solated, individual-level phenomenon but is shaped by a broader set of organizational,
structural, educational, product-related, and customer-oriented factors. The proposed
framework can therefore serve as a basis for developing more comprehensive
performance evaluation systems, identifying agents’ strengths and weaknesses,
designing targeted training programs, and improving the organizational processes that
support insurance sales. Moreover, the high priority assigned to customer satisfaction,
financial integrity, and qualitative performance highlights the need to move beyond
sales-oriented evaluation systems toward more balanced, comprehensive, and
stakeholder-oriented approaches to performance management in the insurance
industry.
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