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Decision Package Criteria Criteria Scoring Scale 
Parent 

Criteria Sub Criteria Description Mastery Competent Adequate Insufficient Non-Existent 

 
 
 
 
 
 
 
 
 
 

 
Agency 
Readiness 

 
 

Feasibility of 
project 

proposal 

Assess the evidence of needs 
assessment, high-level 
requirements, and feasibility 
study, or similar due diligence, to 
understand business needs and 
complete market research and 
select technology solutions. 
 
Assess the planned investment 
approach and implementation 
staffing/resourcing, including 
assumptions about 
onboarding/staffing, etc. 
 

There is 
documentation 
that answers all 
aspects of the 
criteria 
question. The 
details are 
thorough and 
appear to be 
appropriately 
scaled to the 
proposed 
investment. 

There is 
documentation 
that answers 
most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 
have been 
expanded. 

There is 
documentation 
that answers 
some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 
appropriately. 

There is limited 
documentation 
on the specifics 
of the criteria 
question. 

There is no 
documentation 
on the specifics 
of the criteria 
question. 

Technology 
Adoption & 

Organizational 
Readiness 

Assess how the agency is 
preparing its workforce for the 
successful adoption, use, and 
support of the proposed 
technology solution. This includes 
strategies for managing change, 
reskilling or redeploying staff, and 
embedding new ways of working 
into business operations. 

Responses should demonstrate 
evidence of a structured 
Organizational Change 
Management (OCM) approach 
that supports adoption across 
impacted groups (e.g., teams, 
divisions, agencies). Plans should 
address communication, 
engagement, leadership 

There is 
documentation 
that answers all 
aspects of the 
criteria 
question. The 
details are 
thorough and 
appear to be 
appropriately 
scaled to the 
proposed 
investment. 

There is 
documentation 
that answers 
most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 
have been 
expanded. 

There is 
documentation 
that answers 
some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 
appropriately. 

There is limited 
documentation 
on the specifics 
of the criteria 
question. 

There is no 
documentation 
on the specifics 
of the criteria 
question. 
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alignment, resistance 
management, and long-term 
sustainment, not just training. 

Service 
Delivery 
Impact  

Service 
Quality 

Improvement 
 

Assess how the proposed 
investment will enhance the quality 
of services delivered to customers. 
This includes improvements in 
accuracy, timeliness, consistency, 
or reliability of the service 
experience. 

Responses should demonstrate and 
articulate a clear understanding of 
current service challenges and 
show how the proposal resolves 
pain points, improves workflow 
efficiency, or strengthens service 
outcomes across customer groups. 

There is 
documentation 
that answers all 
aspects of the 
criteria 
question. The 
details are 
thorough and 
appear to be 
appropriately 
scaled to the 
proposed 
investment. 

There is 
documentation 
that answers 
most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 
have been 
expanded. 

There is 
documentation 
that answers 
some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 
appropriately. 

There is limited 
documentation 
on the specifics 
of the criteria 
question. 

There is no 
documentation 
on the specifics 
of the criteria 
question. 

Service 
Availability & 

Reliability 

Assess how the proposal improves 
the availability, uptime, resilience, or 
responsiveness of critical business 
services. 

Responses should explain how the 
investment reduces service 
disruptions, addresses system or 
process bottlenecks, and ensure 
customers can reliably access 
services when needed. Proposals 
should also identify any current 
service risks and describe how the 
investment mitigates them. 

There is 
documentation 
that answers all 
aspects of the 
criteria 
question. The 
details are 
thorough and 
appear to be 
appropriately 
scaled to the 
proposed 
investment. 

There is 
documentation 
that answers 
most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 
have been 
expanded. 

There is 
documentation 
that answers 
some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 
appropriately. 

There is limited 
documentation 
on the specifics 
of the criteria 
question. 

There is no 
documentation 
on the specifics 
of the criteria 
question. 

End to End 
Customer 

Assess the extent to which the 
proposal enhances the full customer 
journey, not just individual service 

There is 
documentation 
that answers all 

There is 
documentation 
that answers 

There is 
documentation 
that answers 

There is limited 
documentation 
on the specifics 

There is no 
documentation 
on the specifics 
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Service 
Experience 

interactions. 

Responses should describe how the 
proposed solution improves 
transitions between steps, reduces 
friction in processes, eliminates 
redundant tasks, and provides a more 
seamless, integrated experience for 
customers across channels. 
Proposals should reference how the 
end-to-end design supports consistent 
and coordinated service delivery 
across divisions or agencies. 

aspects of the 
criteria question. 
The details are 
thorough and 
appear to be 
appropriately 
scaled to the 
proposed 
investment. 

most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 
have been 
expanded. 

some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 
appropriately. 

of the criteria 
question. 

of the criteria 
question. 

Business 
alignment 

Customer 
Experience & 

Access 

Assess how the proposed solution 
improves customer access to 
business capabilities through 
technology. 
 
Responses should demonstrate 
evidence of person-centered 
design including: accessibility 
testing plans, insights from 
underserved populations to 
ensure equitable access to 
technology. 

There is 
documentation 
that answers all 
aspects of the 
criteria question. 
The details are 
thorough and 
appear to be 
appropriately 
scaled to the 
proposed 
investment. 

There is 
documentation 
that answers 
most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 
have been 
expanded. 

There is 
documentation 
that answers 
some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 
appropriately. 

There is limited 
documentation 
on the specifics 
of the criteria 
question. 

There is no 
documentation 
on the specifics 
of the criteria 
question. 

Business 
driven 

technology 

Assess if there is a clear business 
purpose for the IT spend. The 
request includes plans for 
business transformation and 
approaches to keeping customer 
at the center of the technology 
investment. 

There is 
documentation 
that answers all 
aspects of the 
criteria question. 
The details are 
thorough and 
appear to be 
appropriately 
scaled to the 

There is 
documentation 
that answers 
most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 

There is 
documentation 
that answers 
some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 

There is limited 
documentation 
on the specifics 
of the criteria 
question. 

There is no 
documentation 
on the specifics 
of the criteria 
question. 
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proposed 
investment. 

have been 
expanded. 

appropriately. 

Measurable 
business 

outcomes 

Assess the presence of anticipated 
business outcomes, measures and 
targets because of this investment. 
 
Responses should specifically 
include examples of how success 
will be measured and evaluated. 
Examples include customer 
satisfaction scores, adoption 
rates, cycle and processing times, 
etc. 

There is 
documentation 
that answers all 
aspects of the 
criteria question. 
The details are 
thorough and 
appear to be 
appropriately 
scaled to the 
proposed 
investment. 

There is 
documentation 
that answers 
most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 
have been 
expanded. 

There is 
documentation 
that answers 
some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 
appropriately. 

There is limited 
documentation 
on the specifics 
of the criteria 
question. 

There is no 
documentation 
on the specifics 
of the criteria 
question. 

Cross Agency/ 
Enterprise 

Service Value 

Assess how the proposed 
investment supports shared 
business needs across multiple 
agencies or contributes to 
enterprise-level service delivery. 
This includes reducing duplication, 
improving interoperability, 
strengthening data sharing, or 
consolidating common business 
functions into scalable enterprise 
solutions. 

Responses should describe how the 
proposal improves coordination, 
reduces fragmented customer 
experiences, creates economies of 
scale, or creates reusable 
components that benefit more than 
one program or agency. Proposals 
should identify which partners or 
stakeholders are impacted and 

There is 
documentation 
that answers all 
aspects of the 
criteria question. 
The details are 
thorough and 
appear to be 
appropriately 
scaled to the 
proposed 
investment. 

There is 
documentation 
that answers 
most of the 
criteria question. 
The investment 
appears to be 
scaled to the 
investment, but 
details could 
have been 
expanded. 

There is 
documentation 
that answers 
some of the 
criteria question. 
Details are 
lacking and it is 
unclear if the 
investment is 
scaled 
appropriately. 

There is limited 
documentation 
on the specifics 
of the criteria 
question. 

There is no 
documentation 
on the specifics 
of the criteria 
question. 
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explain how the investment 
promotes consistent, efficient, and 
customer-centered service delivery 
across the enterprise. 


