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The Performance Evaluation of the MBO-based Insurance

Telesales Center

——Taking T Call Center as an example
CHEN Hongren, LI Qiyuan
(School of Management, China West Normal University, Nanchong 637009,China)

Abstract: MBO is a result-oriented evaluation method, and in recent years, it has been widely applied
to the performance management of TSR in the Insurance Telesales Center in Sichuan Province. Because
MBO’s application is on initial phase in telesales, there are some problems such as difficult target
decomposition, non—professional team, and non—fulfillment of negative punishment in performance management
and so on. These problems directly restrict its effectiveness and result in unfairness of the results and lower
satisfaction of performance evaluation. As a result, it further leads to higher loss rate of TSR. The basic
solution to solve these problems is to optimize MBO procedures in the telesales. Specially, the solution
includes to cultivate the implementing foundation of MBO and clear obstacles for the MBO’s implementation.
According to all kinds of TSR, performance goals should be set up. In the process of TSR achieving the
performance goals, the aims should be strengthened, traced, and adjusted continuously. Effective evaluation
should be made and TSR supervision and appeal should be ended. The results of evaluation should be
correctly applied and connected with the other modules in human resource management.

Key words: MBO; insurance; telesales center; TSR; performance appraisal
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