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Decision matrix: assessing new business products and services
Use this matrix to score a potential new supplier, product or service against your requirements, and to keep a clear record of each assessment meeting.
Example: This example shows a completed assessment of a new IT support provider. Copy this template for each product or service you assess, and replace the example details with your own.
Score key
Use this scale to score each answer during the meeting.
	Score
	What it means

	1
	No evidence provided

	2
	Limited evidence, and development would be needed

	3
	Meets requirements

	4
	Strong - exceeds the minimum standards required

	5
	Outstanding evidence


Step 1: Set out the requirement
Product or service: New IT partner or service provider
Interviewer: John Smith, Finance Director
Date and time: 
Product requirement: IT help desk provider
	Essential criteria
	Desirable criteria

	Phone support
	UK based, to mirror our business operating hours

	A response time of 4 hours or less for all issues
	A response time within 2 hours

	A response time of 2 hours for specific urgent issues
	A response time within 1 hour


Step 2: Meet with the potential provider
Company name (potential provider): IT on Demand
Individual's name: Julia Brown, Business Development Director
Date and time: 
Questions to ask
Add more rows if you want to ask further questions.
	Question to ask
	Criteria for success
	Notes on the answer given
	Score

	What type of support can be provided, and how?
	All the IT issues covered in the specification, based on the products and systems in use. [Insert details of the products and systems.]
	Telephone expertise and assistance on all products specified, with a dedicated agent for each product on the new service agreement. Specialist expertise is also available for products not specified. The call centre is UK based and runs 24 hours a day, 7 days a week. An engineer can attend on site to resolve a problem if needed.
	4

	What service level agreements (SLAs) are available?
	A response time of 4 hours or less for all issues, except loss of VPN connection, which needs a 2-hour response time.
	All issues are covered by a 4-hour SLA. VPN issues are covered within 2 hours of the call being logged.
	3

	What escalation process is in place for unresolved issues?
	A documented escalation process that clearly sets out the next steps and contact points if an issue cannot be resolved within the 4-hour SLA.
	The process varies by client and type of service agreement. It is documented for the premium package only.
	2

	
	
	
	

	
	
	
	


Total score awarded: 
Next steps and closing the meeting
· IT on Demand to prepare a proposal based on the discussion and agreed points.
· Both parties to provide any extra information identified during the discussion.
· The client to review the proposal.
· A further meeting to be scheduled.
For advice from an HR professional at Breathing Space HR, call 0113 426 7735 or email us at howtohr@breathingspacehr.co.uk
DISCLAIMER: Breathing Space HR offers advice and these documents to UK organisations as a free service and cannot be responsible or liable to any person or entity in respect of any cost, loss or damage caused, consequential or otherwise, directly or indirectly by the information contained in any advice, policies or procedures or their component parts, this includes any mistakes therein on this website.
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