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Use Meaningful Measures of Merit 
 

Activity 1 
 
The chart below lists various measures for the four dimensions of a balanced scorecard.  
 
Share one measure that you use in your procurement organization.  
 
Is it a process measure, input or output, leading or lagging? Or is it an outcome measure 
that shows efficiency or effectiveness, e.g. cost savings or customer satisfaction? 
 
 
 

*Courtesy of Paul Brennan, Purchasing Director, Rockland County NY 
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Activity 2 
  
Breakout Room 1: Surveys. Evaluate this survey question. Do you see possible errors? 
How do you survey customer satisfaction? What issues have you had with surveys? 
 

1. Although SPO may not always give you the answers you want, as in appeal decisions or 
advice on protests, we attempt to base our decisions on the statutes and regulations, 
and we seek to help you understand the reason for our positions. 

 
How are we doing?  
5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 

 
 
Breakout Room 2: Numerical Evaluations. The second is numerical evaluation. Do you 
use definitions for the numerical ratings, e.g. 1-5? In the example here, how could you 
justify award to other than the highest scored proposal? 
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PROCUREMENT DEPARTMENT 

Balanced Scorecard – FY ____ 

 
Mission 

The Purchasing Department is committed to supporting the mission of all of government’s agencies through our 

mission to: 

• ? 

• ? 

• ? 

• ? 

 

Description Category Strategic 

Objectives 
(Goals) 

Initiatives 
(How we will 

accomplish these 

goals) 

Measures Target 

for 

FY____ 

FY____ 

Results  

[% of Goal 

Achieved] 

What are our 

financial 

objectives 

with respect 

to achieving 

our 

mission?” 

Financial 

(Cost reduction 

and revenue 

generation 

 

 

 

 

 

     

What 

Customer 

measures do 

we need to 

excel at to 

produce the 

targeted 

financial 

performance? 

Customer 

(Customer 

Service and 

satisfaction) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

 

 

 

 

 

 

 

What we 

must do to 

enhance the 

skill sets & 

processes in 

order to excel 

Staff 

Development 

(Provide 

training, 

redefine duties, 

responsibilities 

& 

expectations) 

 

 

 

 

 

 

 

 

 

 

    

What internal 

business 

processes 

must we 

enhance in 

order to 

satisfy our 

customers 

Business 

Processes 
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Please indicate your satisfaction with the services provided by State Purchasing 
Office by inserting a check mark in one of the boxes numbered 1 - 5 with 5 
representing completely satisfied to 1 representing least satisfied.  We encourage 
your comments. Thank you for taking the time to help us improve.  
  
Although a place is included for your name, we also welcome anonymous 
responses. We are collecting the responses at the division level and will preserve 
anonymity if requested.  The ratings mean to us:  5. Excellent:  model 
consistently exceeds expectations.  4. Commendable:  Frequently exceeds 
expectations.  3. Proficient:  meets expectations.  2. Needs Improvement.  1. 
Poor. 
______________________________________________________________________ 
 

2. The office aspires to present a courteous, professional image when you 
arrive at or call SPO.  If your question cannot be answered immediately, 
we try to direct you to other procurement personnel who can assist you.  

 

How are we doing?  
 5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 
 

 
3. Although SPO may not always give you the answers you want, as in 

appeal decisions or advice on protests, we attempt to base our decisions 
on the statutes and regulations, and we seek to help you understand the 
reason for our positions. 

 

How are we doing?  

5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 
 
 

4. This office wants to convert your BIDS files for publication in a timely 
manner or as soon as possible.  We want you to feel like you are free to 
call us if you need immediate attention.  

 

How are we doing? 
 5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 
 
 

5. One of the main functions of the State Purchasing Office is to solicit, 
award and establish statewide price agreements.  We want these 
agreements to provide useful products/services at favorable prices, and to 
save time and effort for delegated purchasing offices and end users.  
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How are we doing?  

5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 
 

 
6. The Colorado BIDS System currently supports over 10,000 vendor 

representatives, several hundred procurement and facilities management 
professionals, and IT professionals.   How well does the BIDS System 
fulfill the needs of your agency? 

 

How are we doing?  

5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 
 
 

7. The SPO provides Basic Procurement Training concerning the state 
Procurement Code and the use of BIDS. 

 

How are we doing?  

5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 
 
 

8. SPO tries to identify issues affecting the state procurement environment;  
to propose appropriate polices, rules, and statutes; and to obtain agency 
ideas and  input. 

 

How are we doing?  

5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 
How can we do better? 

 
 

9. The SPO is trying to make the procurement card available to all agencies, 
to make agencies aware of the advantages of the card, and to help 
agencies implement the card program. 
 
How are we doing? 
 5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 
How can we do better? 

 
 

10. The SPO seeks input from other Purchasing Agents in the field, as well as 
people in various job areas in other departments, to assist us in 
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formulating strategies, changes, and procedures for solicitations and price 
agreements.  Do you feel you have an acceptable level of opportunity for 
involvement regarding these issues? 

 
How are we doing?  

5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 
How can we do better? 
 
 

11. For non-delegated and Group I agencies, how is SPO doing in regards to 
meeting your procurement needs?  (e.g. sole source emergencies, IFB 
reviews, and RFP’s). 

 

How are we doing?  

5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 
 

11. We hope our overall customer satisfaction is tied to our giving you 
responsive, practical, useful help that meets your needs.  Overall, how are 
we doing? 
 
How are we doing?  

5. Excellent   4.   Commendable   3.  Proficient   2.   Needs Improvement  1.  Poor 
 

How can we do better? 
 
 

12.In this survey, we have indicated what we think are our key objectives and 
the most important dimensions of good customer service.   Have we 
missed the mark on any of these?  Are there others?  We would 
appreciate your comments. 

 
 

 

     

Name (optional)  Organization   (optional)  Date  (optional) 

______________________________________________________________________ 
 
Please return the survey by e-mail to [Name and email], no later than [date]. 
 
If you prefer, mail your survey to: Customer Survey, [Address] Attn: [name]; or fax it to 
us at:  303/866-4233. Thank you.
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Recommendation for Award 

Selection Memorandum 
 

The request for proposals listed the following evaluation factors in 

decreasing order of importance: experience and credentials; 

operations and technical; implementation and staffing; company 

information and litigation history;  the DBE/MWDBE goal plan.  

Other factors were evaluated on a pass/fail basis. Cost is 

significantly less important than technical.  

 

An evaluation committee individually evaluated the technical 

proposals and met (virtually) to determine which proposers were in 

the competitive range.  They were invited to participate in the 

demonstration phase. At the conclusion of the demonstration, the 

committee met to determine which proposers were still in the 

competitive range and would be offered an opportunity to submit a 

best and final offer. After receipt of BAFOs, the committee 

conferred and completed the final evaluation, taking into 

consideration only the evaluation criteria set forth in the RFP.   

 

The RFP states that “The award of the Contract, if made, shall be 

with an organization whose Proposal provides the best value to the 

County.” This memorandum summarizes the reasons for the award 

recommendation.  

 

Experience and Credentials  

 

[AWARDEE] proposal better answered the RFP questions that 

addressed its experience in the context of the County’s project.  

 

Operations and Technical 

 

Early questions regarding IT architecture were resolved. Both 

companies’ IT architecture was considered good. [AWARDEE]’s 

proposal was better at addressing operations for the County, not 

relying on the evaluators to determine the project approach from 

deliverables on other projects.[AWARDEE]’s physical location for 

warranty and support was considered better and likely to be more 

responsive to “break” notices. .[AWARDEE]’s no-touch technology 

was preferred from a maintenance perspective and more consistent 

with expected customer preferences.  
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Implementation and Staffing 

 

In general, [AWARDEE]’s submission of requested implementation 

plans were superior and demonstrated an understanding of and 

sound approach to the project implementation.   

 

Company Information and Litigation History 

 

[AWARDEE] better responded to the questions asked in the RFP. 

 

DBE/MWDBE Goal Plan 

 

There was no significant differentiator in the proposed plans. 

 

Cost 

  

With price/cost significantly lower than technical in the RFP, the 

BAFO revisions to price/cost did not supplant technical factors as 

the differentiating factors in the award decision. [AWARDEE]’s 

proposal was $8,000 higher in cost, only .6 percent of the lowest 

cost proposal.  

 

Conclusion  

 

The relative technical superiority of [AWARDEE]’s proposal, as 

evaluated using the factors in the RFP, more than offsets the 

additional cost. [AWARDEE]’s proposal provides the best value to 

the county. 

 

[Date] 

 

_______________________ 

Procurement Professional 

 

_______________________ 

Evaluators 


