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Performance evaluation is an important measure to improve the performance of
organizations. One of the most useful methods in evaluating the performance and
rating of the insurance industry is the DEA method. The basic models of DEA,
despite having many advantages, also have disadvantages. The main defects of
these methods are not paying attention to internal processes, not taking into
account expert opinions and not fully ranking the units. The integrated model of
two-stage DEA and BWM considers the internal process and experts' opinion in
the ranking process, but this model is not always able to completely rank the units.
By adding an ideal virtual unit to the integrated model of two-stage DEA and
BWM, this research has simultaneously fixed the three aforementioned problems
and developed the model. Adding the ideal virtual unit to the integrated model
makes the ranking of the units complete and provides better results. In a case
study, 36 representatives of selected insurance companies in Yazd province were
evaluated and ranked using the developed model. At the end, the management
strategies to improve the performance of each of the insurance company's agencies
were stated.
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EXTENDED ABSTRACT

Introduction

Insurance is a financial service designed to manage risks. Insurance always helps the country's growth
by preventing uncertain losses and providing security for economic growth. In developed and civilized
societies, the insurance industry is known as one of the main economic institutions and the most important
support institution for other economic institutions, organizations, companies and families. In Iran's
twenty-year vision document, development is mentioned as one of the most important goals, and the
insurance industry, with its support, plays an important and key role in its realization. One of the most
important measures that can be taken to identify complications and improve the performance of insurance
companies; Continuous performance evaluation of different parts of this industry. Among the various
departments of insurance companies, the insurance sales network is in close contact with the customer
more than the other departments and generates income for the insurance company by selling insurance
products and receiving the relevant premiums. The insurance sales network with its optimal performance
can create a great competitive advantage for the insurance company. Among the different parts of the
sales network, insurance agencies are of double importance due to their large number and geographical
spread throughout the country. Therefore, it is very important to evaluate the performance and rating of
insurance agencies in order to know the quality of their performance. Evaluating the performance of
insurance agencies leads to continuous improvement of their performance. With the help of performance
evaluation results, insurance agencies can increase their efficiency and find better performance, and as a
result, their sales increase and customer satisfaction increases.

Methodology

One of the most useful methods in evaluating the performance and rating of the insurance industry is
the DEA method. The basic models of DEA, despite having many advantages, also have disadvantages.
The main defects of these methods are not paying attention to internal processes, not taking into account
expert opinions and not fully ranking the units. The integrated model of two-stage DEA and BWM
considers the internal process and experts' opinion in the ranking process, but this model is not always
able to completely rank the units. By adding an ideal virtual unit to the integrated model of two-stage
DEA and BWM, this research has simultaneously fixed the three aforementioned problems and developed
the model. Adding the ideal virtual unit to the integrated model makes the ranking of the units complete
and provides better results.

Results and Discussion

In a case study, 36 representatives of selected insurance companies in Yazd province were evaluated and
ranked using the developed model. Agencies No. 37, 21, and 28 had the best performance and ranked first
to third, respectively, and agencies 10, 11, and 13 were the most ineffective agencies and ranked 34 to 36,
respectively. In order to validate the model with the SAW method, the ranking of agencies was also done.
The results of the correlation coefficient of the ranking of SAW model with other models presented in this
research showed that the ranking results with the integrated two-stage model with the virtual ideal unit
have a higher correlation with the SAW model than the other models of this research. The value of this
correlation is 94%. In the end, based on the efficiency rating of the first and second stages, management
strategies to improve the performance of each of the insurance company's agencies were stated. These
management solutions include the implementation of punitive and incentive approaches, obtaining agency
points, limiting agency activity, rewarding top agencies, giving points to top agencies, holding a training
course on methods of attracting low-risk customers, and holding a training course on controlling and
reducing the agency's current costs.

Conclusion

One of the most important performance evaluation methods is efficiency calculation. Despite having
many advantages, this method has disadvantages. By combining the bwm model with the two-stage data
envelopment analysis model and also using a virtual ideal unit, 3 basic problems of the data envelopment
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analysis model have been solved. In the research case study, the developed model was implemented in the
insurance industry and 36 insurance agencies were evaluated and ranked. Then, the efficiency rating of
the first and second stages of the agencies was divided into four categories: efficient, relatively efficient,
ineffective and relatively ineffective, and suitable management solutions were proposed according to the
efficiency category of the first and second stages of each agency.

Keywords: Best-Worst method, Ideal virtual unit, Insurance industry, Performance valuation,
Two-stage data envelopment analysis
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