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Abstract

This study aimed to identify and conceptualize the dimensions and components of professional competencies required for
key employees in the insurance industry, considering technological transformation and evolving market demands. A
qualitative research design using thematic analysis was applied. The study began with an extensive review of theoretical and
empirical literature, followed by semi-structured interviews with 15 experts, including senior managers and human resource
specialists from insurance companies and academia. Participants were selected through purposive and snowball sampling,
and data collection continued until theoreticalsaturation was reached. Interview transcripts were coded and analyzed using
Braun and Clarke’s six-phase framework. The analysis resulted in a comprehensive four-dimensional model comprising
interpersonal, functional, organizational, and individual competencies. Sixteen majorthemes and 36 specific concepts were
extracted. Interpersonal competencies included conflict ma nagement, effective communication, negotiation and persuasion,
and emotional intelligence. Functional competencies encompassed time management, data management, decision -making
and problem-solving, change management, and human capital management. Organizational competencies involved strategic
planning, effective leadership, performance monitoring, market analysis and forecasting, and marketingand sales. Individual
competencies covered technology evaluation and adoption, Al utilization, data security,and active engagementin research
and training projects. The proposed modeloffers a holistic framework of essential skills and capabilities for key employees
in the insurance industry. It provides a practical basis for designing competency-based training programs, performance
appraisalsystems, succession planning, and human capital development strategies to enhance organizationalresilience and
competitiveness.
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Extended Abstract

Introduction

The insurance industry plays a crucial role in the stability and growth of national economies by managing risk,
protecting assets, and fostering financial security. However, the effectiveness of this role is increasingly
dependent on the professional competencies of key employees who operate at the core of decision-making,
innovation, and customer engagement. Professional competence refers to an integrated set of knowledge, skills,
attitudes, and personal attributes that enable employees to perform their roles effectively and adaptto changing
organizational and environmental demands (Whitty, 2024). In rapidly transforming service sectors such as
insurance, the identification and development of these competencies have become a strategic imperative to
ensure competitiveness and resilience (Rezanejad et al., 2023; Rudyk et al., 2023).

Global research on professional competence underscores the multidimensional nature of this concept, spanning
interpersonal, functional, organizational, and technological capabilities. In education and training, for example,
competence frameworks have been developed to help professionals acquire not only technical expertise but
also communication and adaptive skills necessary for success in dynamic contexts (Cheng et al., 2024 ; Dewi
et al., 2024; Ghasemzadeh Alishahietal., 2024). Systematic reviews in higher education leadership and
management have emphasized the integration of strategic thinking, ethics, and interpersonal skills into
competency models for managers and educators (Atstsaury et al., 2024; Einaity Zadeh & Ghoroneh, 2024).
Within the national context, there has been growing interest in mapping the professional competence needs of
employees in knowledge-intensive and service-oriented sectors. Research on school psychologists and
counselors, for example, highlights the importance of combining interpersonal and ethical competencies with
adaptability to technological and systemic changes (Nejat bakhsh Isfahani et al., 2024). In banking,
succession planning and ethics-based competency models have been proposed to improve organizational
commitment and trust (Hasan et al., 2023; Hossein Zadeh et al., 2022). Similarly, studies in the
petrochemical industry and e-commerce have underscored the integration of digital and managerial skills to
enhance performance and strategic agility (Mohammadi Yazdi et al., 2024; Teimouri et al., 2018).

The rise of digital transformation is reshaping the landscape of professional development across industries.
Digital learning and technology-based training methods are increasingly leveraged to cultivate adaptive and
forward-looking competencies (Nuraliyeva et al., 2024; Pomano & Romanova, 2024). Artificial
intelligence (Al), big data, and analytics are not only influencing the design of services but also redefining the
skill sets required from employees (Shakeri, 2023). In this context, the insurance sector—traditionally reliant
on risk assessment and customer relationships—is undergoing a fundamental shift that demands a workforce
capable of managing complex data, responding to evolving customer expectations, and safeguarding digital
trust.
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Despite significant theoretical progress and localized studies in other industries, there is a clear gap in
comprehensive, context-specific models of professional competence for key employees in Iran’s insurance
sector. While research has addressed aspects of leadership, crisis management, and organizational culture
(Poorkarimi& Sedaghat, 2014; Rezanejadetal., 2024), no integrated framework has been proposed to cover
the interpersonal, functional, organizational, and individual dimensions of competence required to thrive in
this increasingly digital and competitive market. This study was designed to fill this gap by systematically
identifying and structuring the components of a professional competency model tailored for key employees in
the Iranian insurance industry. The results aim to inform human resource strategies, talent development
programs, and organizational planningto strengthen competitiveness and adaptability (Bazaeva et al., 2024;
Salimi, 2023).

Methods and Materials

This study adopted a qualitative research design based on thematic analysis to explore and define the
professional competencies of key employees in the insurance sector. Initially, an extensive literature review
was conducted to examine theoretical foundations, global frameworks, and empirical studies on professional
competence, with particular attention to the insurance, finance, and education sectors.

The field phase involved semi-structured interviews with 15 subject-matter experts, including senior managers,
human resource specialists, and academics with deep knowledge of the insurance industry. Participants were
selected purposefully using snowball sampling to ensure the inclusion of those with extensive practical and
strategic experience. Interviews were conducted until theoretical saturation was reached, ensuring no new
significant themes emerged.

All interviews were recorded with participants’ consent, transcribed verbatim, and analyzed following Braun
and Clarke’s six-phase thematic analysis approach. This process included familiarization with the data,
generation of initial codes, searching for potential themes, reviewing and refining these themes, defining and
naming them, and producing a coherent final report.

Findings

Analysis of the qualitative data resulted in a comprehensive competency model comprising four overarching
dimensions and sixteen thematic categories, further detailed into thirty-six specific concepts.

The interpersonal competence dimension included conflict and dispute management, emphasizing the ability
to resolve disagreements constructively and foster team cohesion; effective communication skills, involving
active listening, clear and concise expression, and the ability to connectwith internal and external stakeholders;
negotiation and persuasion, crucial for achieving favorable agreements with clients and partners; and
emotional intelligence, enabling employees to regulate emotions and maintain productive relationships under
pressure.

The functional competence dimension focused on skills directly related to operational excellence, including
time management and task prioritization to optimize resources; data management and analysis to inform
evidence-based decision-making and customer insight; decision-making and problem-solving, particularly in
complex or high-risk contexts; change management to guide organizational adaptation; and human capital
management to build collaborative teams and nurture talent within the organization.

The organizational competence dimension reflected the strategic and leadership roles of key employees. It
included strategic planning and environmental analysis (SWOT) forinformed goal setting; effective leadership
to establish shared values and inspire collaboration; performance control and monitoring to ensure continuous
improvement; market analysis and forecasting to anticipate changes in demand and competition; and
marketing and sales skills to design customer-centered growth strategies.

The individual competence dimension highlighted future-oriented and technology-driven skills. It
encompassed technology assessment and selection, enablingthe adoption of innovative solutions; Al utilization
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and predictive analytics, supporting smarter decision-making and risk assessment; data security and
cybersecurity awareness to protect sensitive organizational and customer information; and active engagement
in research and training projects to foster personal and organizational learning and adaptability.

Overall, these findings revealed a competency framework that integrates human, technical, strategic, and
innovative capabilities, aligning with the realities of a rapidly evolving and digitized insurance market.
Discussion and Conclusion

The study’s results confirm that professional competence in the insurance industry is a multi-layered construct
requiring a balance of interpersonal, operational, organizational, and technological skills. This aligns with
contemporary definitions of competence as a dynamic integration of knowledge, skills, and attributes enabling
effective performance and adaptation (Whitty, 2024). The identification of interpersonal competencies such
as communication, negotiation, and emotional intelligence echoes findings in educational and service -sector
research, which emphasize their role in fostering collaboration, trust, and customer satisfaction (Atyani &
Tanous, 2024; Bazaeva et al., 2024; Cheng et al., 2024).

The recognition of functional competencies like time management, data-driven decision-making, and change
management parallels studies that stress the need for efficiency and agility in knowledge-intensive
organizations (Dewi et al., 2024; Ghasemzadeh Alishahi et al., 2024; Mohammadi Yazdi et al., 2024). In
particular, the emphasis on data analysis and evidence-based problem-solving supports the global shift toward
analytics-informed strategy in professional roles (Rezanejad et al., 2023, 2024).

Organizational competencies identified in this study—strategic planning, leadership, and market forecasting—
are also widely recognized in research linking effective leadership and strategic agility to organizational
resilience (Hasan et al., 2023; Hossein Zadeh et al., 2022; Poorkarimi & Sedaghat, 2014). The integration
of marketing insight and proactive response to market changes is essential in a competitive insurance
environment and resonates with calls to equip employees with market intelligence and innovation -oriented
skills (Atstsaury et al., 2024; Rudyk et al., 2023).

Finally, the individual dimension reflects the digital transformation imperative, with competencies in
technology adoption, Al utilization, and cybersecurity aligning with global perspectives on Industry 4.0 and
the future of work (Nuraliyeva et al., 2024; Shakeri, 2023; Pomanos & Romanova, 2024). Encouraging
ongoing participation in research and continuous learning ensures adaptability and keeps organizations aligned
with evolving technologies and market dynamics (Nejat bakhsh Isfahani et al., 2024; Salimi, 2023).
This competency model fills an important gap by providing an integrated, contextually grounded framework
for the Iranian insurance industry. It can serve as a foundation for designing professional development
programs, human resource planning, and competency-based evaluation systems. By combining interpersonal
effectiveness, operational excellence, strategic leadership, and technological adaptability, insurance
organizations can better respond to digital disruption, regulatory complexity, and changing custo mer needs
while maintaining competitive advantage in a dynamic market.
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