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Abstract. This study was carried out in training companies and aims to evaluate
customer satisfaction. It focusses at the Organizations’ Quality-of-Management
(QoM) that is in itself a major competitive advantage to differentiate them.
Indeed, the universe of discourse is set in order to consider not only the complex
relationships among the entities that populate it, but also to take into account its
inner structure, where incomplete, unknown or even self-contradictory infor-
mation or knowledge are present. One’s goal is at the development of a com-
prehensive and integrated computational model to ensure the Organizations’
Performance and its QoM in order to fulfill customer’s requirements. It is based
on a Logic Programming approach to Knowledge Representation and Reasoning
and grounded on an Artificial Neural Networks approach to computing.
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1 Introduction

Despite conflicting views and relative uncertainty about where Artificial Intelligence
(AI) will go in the future, the technology is already around us. More and more often in
business operations and even in everyday life it does not seem to slow down a bit.
Among them, Quality-of-Management (QoM) faces the biggest change as intelligent
systems make their way in. Indeed, the implementation at the organization level of a
QoM structure according to some standards, namely ISO 9001, may ensure its per-
formance and the quality of its services/products [1]. In fact, the use of ISO 9001 in
organizations may enable continuous improvement of QoM, leading to increased
customer satisfaction and the opportunity to enter new markets [2]. Two management
indicators (i.e., complaints and customer satisfaction) were used that allow us to
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