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Abstract

Today, customers are looking for the organizations which present them better goods and services. Exploring customers'
needs and meeting them better than other competitors is a key factor in firm's success. Customer satisfaction can greatly
affect the organization's way to success. At the other hand the organizations has recently encountered with some serious
challenges like rapid changes in organization's environment and in transactions between its internal and external factors.
Therefore organizations are trying to reach some unique consistent core competencies in order to overcome other
competitors. One of the most popular ways to do so is “Business Process Management". Business Process is a set of
activities and rational relations among careers aim to produce values for customers. So we can define "Business Process
Management" as a set of activities which uses some inputs to produce values for the customers as its outputs.

In current paper we tried to study the Business Process Management's elements and their effects on customer's
satisfaction. The results showed a significant relation between the implementation of Business Process Management's
elements in organization and customer's satisfaction.

Keywords

Business process management, Process measurement, process improvement, customer management, process
standardization, process automation, TQM, customer orientation, innovation, Process variability management
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