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Abstract. In order to add value to ISO 9001, a Quality Management Systems
that assess, measure, documents, improves, and certify processes to increase
productivity, i.e., that transforms business at any level. On the one hand, this work
focuses on the development of a decision support system, which will allow
companies to be able to meet the needs of customers by fulfilling requirements
that reflect either the effectiveness or the non-effectiveness of an organization. On
the other hand, many approaches for knowledge representation and reasoning
have been proposed using Logic Programming (LP), namely in the area of Model
Theory or Proof Theory. In this work it is followed the proof theoretical approach
in terms of an extension to the LP language to knowledge representation and
reasoning. The computational framework is centered on Artificial Neural
Networks to evaluate customer’s satisfaction and the degree of confidence that
one has on such a happening.
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1 Introduction

In 1987 the International Organization for Standardization (ISO) published the ISO 9000
series of standards. These standards aim to provide guiding principles and tools for the
organizations that want, on the one hand, ensure that their products and services meet
customers’ needs, and one the other hand, guarantee that quality is consistently
improved. The ISO 9000 series includes four different standards, namely ISO
9000:2005, ISO 9001:2008, ISO 9004:2009 and ISO 19011:2011. The ISO 9001:2008
addresses the requirements for a quality management system offering the possibility to
the companies to demonstrate their capability to deliver products and services that fulfill
customer and regulatory requirements and aims to increase customer satisfaction [1].
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