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1. Purpose, scope and users

The aim of this document is to define the purpose, scope, principles, and activities of the Demand
Management process.

The scope of the Demand Management process encompasses all services currently running in the live
environment.

Users of this document are all employees of [Iorganization name], as well as all external parties who
have a role in the SMS.

2. Reference documents

e ISO/IEC 20000-1:2018, clauses 7.5.4. ), 8.2.4
[Capacity Management Process

. [Incident Management Process\
. [Business Relationship Management Process\
. ﬁervice Design and Transition Process\

3. Process overview

[Organization name] uses the Demand Management process to understand current and future

Objectives of the Demand Management process:

. rTo monitor current demand patterns and forecast future demand for services

4. Process activities

4.1. Demand forecasting for operational services

For each service currently in the live environment, the Demand Manager requests from the Business

New services are identified via the Service Design and Transition Process.
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If the newly identified service is created at the request of an existing or prospective customer, the

If the newly identified service is developed at the initiative of the organization

demand forecast for the service.

4.2. Interfacing with Capacity Management

updating the \Capacity Plan Mith the new information.

The new information obtained will be included by the Demand Manager in the relevant sections in
the Capacity Plan.

4.3. Forecast validation

The Demand Manager requests from Capacity Management to prepare the Capacity Management

5. Roles and responsibi
[Llob title:] assigns the Demand Manager role.

Responsibilities of the Demand Manager:
. |Overa|l responsibility for the Demand Management process
e Coordinates with other Service Management roles

6. Measurement and reporting
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The Demand Manager is responsible to:

e Define and review [}annually] the Critical Success Factors (CSFs) that support the current SMS

e Based on measurements, identify any aspects that require improvement

Whenever the SMS objectives are updated in the SMS Plan, the Demand Manager reviews and
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