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Abstract

Introduction: Performance evaluation is the basis of many decisions and plans that can lead to the success of the
organization, and efficiency is considered a very suitable criterion for evaluating the performance of companies and
organizations. Based on this, the purpose of this research is to investigate the performance of agencies and counter
offices of the contracting party of the Health Insurance Organization by measuring efficiency using the technique of data
envelopment analysis.

Methods: In this study, the data of the representative offices and counter branches of the contracting government of
Iran Health Insurance Organization in llam province, Iran in the third quarter of 2021 were analyzed. For data analysis,
non-radial data envelopment analysis model was used, in which evaluation indicators were selected using confirmatory
factor analysis method and using Smart PLS software. The SBM model was used to determine the efficiency, and finally,
the Super-SBM method was used to rank the efficient units.

Results: The research showed that among the examined units, during the evaluation period, 4 units had efficient
performance and 12 ineffective units, among the efficient units, the unit with the best performance was determined and
among the inefficient units, the unit with the worst performance was determined.

Conclusion: In the evaluation period, the number of inefficient units was more compared to efficient units. It is
recommended to measure the efficiency and productivity of the counter offices and branches of health insurance
contracting parties in different cities of Iran, especially the provincial centers, on an annual basis, so that by providing
practical solutions, the situation of the agencies and offices can be improved. It is also necessary for them to be fully
aware of their expectations and to be more responsive to their clients.
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Highlights

1. The results of applying the data envelopment analysis technique largely depend on the selected input and output type. Therefore, it is necessary to
choose more effective parameters in calculating efficiency.

2. Administrative and operating costs of the branch, net profit of the period, errors in issuing booklets, the total number of issued booklets, the number
of complaints received from the branch, the number of branch employees, were selected as the input and output indicators of the data coverage
analysis model, among which, mistakes in issuing booklets and complaints of inefficient units were more than efficient units.
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