
The Three Main Types of Demands

The demand that we want
What you seek to do with this demand:

• Design for it!

• Modify your processes to satisfy customer needs right
first time

• Be responsive to eliminate any need for Failure Demand

• Keeping processes and literature simple and 
uncomplicated reduces Failure Demand further.

The demand that presents a wider opportunity

• Review any services you could provide in the future

• Maximise opportunities to sell add-on services

• Monitor changes to see new customer behaviours 
or needs.

What you seek to do with this demand:
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Opportunity Demand

The demand that exists due to a problem

• Seek to eliminate it!

• Categorise it

• Understand the root causes of Failure Demand

• Design out the causes to eradicate wasteful demand

• Monitor it to understand levels of customer service.

What you seek to do with this demand:

Failure Demand

The Six Stages 
of Demand Analysis

 Record and quantify 
all customer requests 

eg: emails, phone.

Analyse and categorise 
the demands into Value 

Demand, Failure Demand 
and Opportunity 

Demand.

When analysing demand we categorise them into three types 

Identify the most 
common types of 
Failure Demand. 

Value Demand

Identify the root causes 
of the most common 

types of Failure 
Demand. 

Eliminate the root 
causes of 

Failure Demand.

Embed this as a 
continuous 

improvement 
process.
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