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Abstract

Purpose: One of the most challenging issues in modern business is attracting and maintaining customer satisfaction. In this
regard, evaluating the performance of sales offices plays a crucial role in improving service quality and enhancing customer
satisfaction. The purpose of this study is to assess and prioritize the performance of Pasargad Insurance branches in the
Tonekabon branch through a comprehensive approach that simultaneously considers quantitative and qualitative indicators,
providing a more accurate and realistic picture of branch performance.

Methodology: To achieve this goal, the present study adopts a hybrid approach in which quantitative and qualitative
indicators are integrated using neutrosophic modeling. Within this framework, performance criteria were first identified, and
related data were collected. Subsequently, the TOPSIS method was applied to rank the branches. In order to account for
ambiguity and uncertainty in qualitative data (such as customer satisfaction, customer relationship management, and human
resource management quality), these data were modeled using neutrosophic sets.

Findings: The results revealed that integrating quantitative and qualitative indicators within the Neutrosophic—TOPSIS
framework significantly increases the accuracy of branch rankings. The findings indicate that, compared to traditional
approaches based solely on quantitative indicators (such as sales volume), the proposed model provides a more balanced and
realistic ranking structure. It was also found that qualitative factors—particularly customer relationship management and
human resource management—play a substantial role in differentiating branch performance.

Originality/Value: The novelty of this study lies in the simultaneous integration of quantitative and qualitative ctitetia using
neutrosophic logic, which allows for the inclusion of human judgment ambiguity and subjectivity in performance evaluation.
The proposed model provides a more precise (through neutrosophic modeling) and fairer (through inclusion of qualitative
factors) framework for assessing and ranking insurance branches. This approach can serve as a practical decision-making tool
for strategic planning in the insurance industry and other service-oriented sectors.
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Table 1- Conversion of the hour scale to triangular neutrosophic sets [20].
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Table 2 - Part of the problem data.
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Table 3- Definitive data of neutrosophic pairwise comparisons.
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Table 4 - Part of the problem data with qualitative indicators.
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Table 5- Comparison of agency rankings in different modes.
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