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*$%>(&*;B#!,-.'*"+!1!(1$(+)!"#$()*.&*)!,+)+!%&+!21'8#)*+?

 !"!#$!%&'(!#): Consultoria, instituição, serviço público.

*+%,$!',-.The public consultation is all important to understand the functioning of the organizational 

structure, recognizing the failures, assisting in the search for development of organizations through 

new practices and methodologies improvements. The study aims to describe a consulting performed 

in a public institution (CMEI) in order to close to see the actual operation of the services, searching for 

 !"#$!%&%$ "&'( '$(#%)*# !"#*'+,$-. '"(#')# !"#/&0%)'1% '/)#%)*#2&/2/(')0#(/3"#&"4"$ '/)(#/)#%$ '/)(# /#

improve the functioning of this. A case study was conducted with unstructured interview, observation 

and documentary analysis. As a strong point of this study highlight the possibility of analyzing a public 

institution and try to contribute to it.

/)0.12$3%: Consulting, institution, public service

Introdução
F% +$,G"*-#% -#% &*7'"#-#% &*H4!3&-&'#% '+@"'+,-&-#% D'3-#% $"<-+*I-.J'#% D123*4-#% +$% K"-#*3?% (%

@-3,-%&'%D3-+'L-)'+,$%D"$H##*$+-3%D$&'5%)!*,-#%&-#%7'I'#5%-4-""',-"%')%<"-7'#%D"$23')-#%D-"-%
&','")*+-&-%$"<-+*I-./$?%M)%'#D'4*-35%-#%$"<-+*I-.J'#%D123*4-#5%D'3$%@-,$%&'%-##'<!"-"%&*"'*,$%&'%
-4'##$%-%,$&$#%&'7'%#'"%)!*,$%2')%D3-+'L-&-%D-"-%-,'+&'"%-#%+'4'##*&-&'#%&'%,$&-%-%D$D!3-./$?%
(%4$+#!3,$"*-%,$"+$!N#'%!)%<"-+&'%*+#,"!)'+,$5%-,"-7O#%&$%P!-3%"'4$+>'4'%-#%@-3>-#5%-!Q*3*-%+-%
2!#4-%D'3$%&'#'+7$37*)'+,$%&-%$"<-+*I-./$%D$"%)'*$%&'%+$7-#%D"RS4-#%'%-D'"@'*.$-)'+,$#%&'%
)',$&$3$<*-#5% ,$"+-+&$N#'% !)% #!D$",'% D-"-% -% (&)*+*#,"-./$% 0123*4-?% (#% 4$+#!3,$"*-#5% &'% !)-%
)-+'*"-%<'"-35%#/$%"'-3*I-&-#%&'%@$")-%D'"#$+-3*I-&-5%4$+@$")'%-#%+'4'##*&-&'#%&-%$"<-+*I-./$5%
$2L'S7-+&$%$%&'#'+7$37*)'+,$%&'%'#,"-,O<*-#%D-"-%)'3>$"%-,'+&'"%'%D"$D$"4*$+-"%#-S#@-./$%-$#%
43*'+,'#?%

% T'#,-%@$")-%-%4$+#!3,$"*-%O%#')D"'%!)-%2$-%$D./$%,-+,$%D-"-%-P!'3-#%$"<-+*I-.J'#%P!'%
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'#,/$%D-##-+&$%D$"%&*H4!3&-&'#5%P!-+,$%D-"-%-P!'3-#%P!'%&'#'L-)%-7-+.-"%D$"%+$7$#%4-)*+>$#%'5%
,-)2O)%-#%P!'%&'#'L-)%4$+>'4'"%&',-3>-&-)'+,'%$#%D"$4'##$#%&-%#!-%$"<-+*I-./$?

MQ*#,')%)!*,-#% P!'#,J'#% ,'G"*4-#% '% #*<+*H4-&$#%P!'% -<"'<-)$#% -$%+$##$% 4$+>'4*)'+,$%
')% #-3-% &'% -!3-5%)-#% ')% #*,!-.J'#% D"RS4-#% D$&')$#% $2#'"7-"% -3<!)-#% &'H+*.J'#% '% -.J'#% LR%
4$+>'4*&-#5%'%)!*,-#%$!,"-#%P!'%#!"<')5%+$%&*-N-N&*-%&-#%*+#S,!*.J'#5%P!'%#'%4$+#'<!'%'+4$+,"-"%
#$3!.J'#%&'%@$")-%')DU"*4-?V?

T'%-4$"&$%4$)%$%4$+>'4*)'+,$%-&P!*"*&$5%D'"4'2')$#%-%+'4'##*&-&'%&'%4$+>'4'"%)'3>$"%
-#%"'3-.J'#%'+,"'%@!+4*$+R"*$#%'%43*'+,'#%&-#%$"<-+*I-.J'#%'%3'7-"%W%D$D!3-./$%,$&$%4$+>'4*)'+,$%
P!'%+$#%@$*%$@'",-&$?%T'##-%@$")-5%2!#4-)$#%-,"-7O#%&'##'%,"-2-3>$%D"'#,-"%!)-%4$+#!3,$"*-%')%
!)% XMY%: '+,"$%X!+*4*D-3%&'%M&!4-./$%Y+@-+S3;%&$%'#,-&$%&'%X*+-#%Z'"-*#?

 $)$% O% D$##U7'3% D"$)$7'"% -% )'3>$"-% &$% #'"7*.$% D"'#,-&$% +$%  XMY[% % (% D-"S"% &'##-%
D"$23')RS4-%$%,"-2-3>$%,')%4$)$%$2L'S7$%D"'#,-"%4$+#!3,$"*-%')%!)-%*+#S,!*./$%D123*4-%-H)%
&'%7*#!-3*I-"%&'%D'",$%4$)$% @!+4*$+-)%"'-3)'+,'%$#% #'"7*.$#5%2!#4-+&$%-#% 4-"-4,'"U#S4-#%'%-#%
&*H4!3&-&'#%D"'#'+,'#%+-%$"<-+*I-./$%'%D"$D$+&$%-3<!)-#%"'E'QJ'#%#$2"'%-#%-.J'#%D-"-%)'3>$"-"%
$% @!+4*$+-)'+,$% &'#,-?%  $)$% )',$&$3$<*-% HI')$#% !)% '#,!&$% &'% 4-#$% 4$)% '+,"'7*#,-% +/$N
'#,"!,!"-&-5%$2#'"7-./$%'%!)-%-+R3*#'%&$4!)'+,-3?%

Referencial Teórico
(% D$!4-% P!-+S&-&'% &'% 7-<-#% ')% 4"'4>'#% ,$"+-% $% #'"7*.$% D123*4$% &'% '&!4-./$% )!*,$%

&'H4*,R"*$5%$+&'%!)-%<"-+&'%&')-+&-%&'%4"*-+.-#%+/$%O%-,'+&*&-%D$"%@-3,-%&'%3!<-"5%'%D$"%'##'%
)$S7$%-#%@-)U3*-#%H4-)%')%3$+<-#%'%4-+#-S7-#%>$"-#%W%'#D'"-%&'%'+4$+,"-"%!)-%7-<-%D-"-%#'!#%
H3>$#5%'##'%@-,$%@-I%4$)%P!'%$4$""-)%<"-+&'#%H3-#%&'%'#D'"-#?%T'%-4$"&$%4$)%X$+\#%:]B^_;5%4*,-&$%
D$"%T!-",'%'%0*+,$%:`aaB;b

-% ,'$"*-% &-#% H3-#% O% -% -2$"&-<')% P!-+S,-S7-% W% -+R3*#'% &'%
#*#,')-#% P!'% *+43!*% 3*+>-#% &'% '#D'"-5% $!% H3-#?% (#% 3*+>-#% &'%
'#D'"-%D$&')%#'%@$")-"5%-*+&-5%P!-+&$%$%#*#,')-%:*+#,-3-./$;%
S7'"%4-D-4*&-&'%#!H4*'+,'5%')%)O&*-5%D-"-%#!D"*"%-%&')-+&-?%
Y#,$%D$"P!'%$%,')D$%&'%4>'<-&-%'%$#%,')D$#%&'%#'"7*.$%D-"-%
$#%43*'+,'#%#/$%-3'-,G"*$#%'%7-"*R7'*#?%%:T6(cdM%e%0Yfdg5%̀ aaB5%
D?hC;?

0-"-%K-""',$%'%iR%-#%)-,"*4!3-#%O%$!,"$%*,')%)!*,$%D"'$4!D-+,'%+-%'&!4-./$%)!+*4*D-35%$#%
'#D-.$#%j#*4$#%#/$%D'P!'+$#5%P!-+&$%4$)D-"-&$%-%"'&'#%'#,-&!-*#%&'%'+#*+$?

g%+1)'"$%&'%'#4$3-#%+/$%O5%D$"O)5%D"$D$"4*$+-3%W%P!-+S&-&'%
&'%)-,"U4!3-#% ')% 4-&-% '#,-2'3'4*)'+,$% &'% '+#*+$5% D$"P!'%
$% ,-)-+>$% &-#% !+*&-&'#% '#4$3-"'#% O%)!*,$% 7-"*-&$% k???l?% (#%
'#4$3-#% )!+*4*D-*#% #/$5% D$"% 'Q')D3$5% P!-#'% P!-,"$% 7'I'#%
)-*#% +!)'"$#-#% &$% P!'% -#% '#,-&!-*#5% '+,"',-+,$% $% ,$,-3%
&'% )-,"U4!3-#% +-#% "'&'#% )!+*4*D-*#% O% -D'+-#% 3*<'*"-)'+,'%
#!D'"*$"% -$% &-#% "'&'#% '#,-&!-*#5% D$*#% '+,"'% -#% '#4$3-#% &-#%
D"'@'*,!"-#% >R% )!*,-#% P!'% #/$% )!*,$% D'P!'+-#% $!% -*+&-%
!+*&$4'+,'#?%:K(ccMdg%e%XYdc69Yi5%`aa]5%D?]``;?

T'%-4$"&$%4$)%Z$3&"-m%:`aaB;%4*,-&$%D$"%i$!I-%:`a]a;5%O%+'4'##R"*$%$%'#,-2'3'4*)'+,$%&'%
D"*$"*&-&'#5%n-%*)D3-+,-./$%&'#,'%D-##$%#*)D3'#%@-I%4$)%P!'%-%4$+@!#/$%+$%E!Q$%&'%$D'"-.J'#%"'&!I-%
4$+#*&'"-7'3)'+,'5%$%'1+0!>21%&*)*+!-%'%$%&'#')D'+>$%&'%'+,"'<-%:TTM;%#!2-%"-D*&-)'+,'o?

% i$2"'%Z'#,/$%&'%T')-+&-5%X'3$%'%(34-+,-"-%:`a]];%4$+43!')%P!'%-%<'#,/$%&'7'%'P!*3*2"-"%
-#%+'4'##*&-&'#%&$#%43*'+,'#%4$)%-#%4-D-4*&-&'#%&-%$"<-+*I-./$?%

0$",-+,$5%-%<'#,/$%&-%&')-+&-%O%!)%4$)D$+'+,'%*)D$",-+,'%
D-"-% $% #!4'##$% &-% <'#,/$% &-% 4-&'*-% &'% #!D"*)'+,$#?% 6)-%
*)D3')'+,-./$%2')%4$+&!I*&-%&$%D"$4'##$%D$&'%)'3>$"-"%
$% +U7'3% &'% #'"7*.$% D"'#,-&$% -$% 43*'+,'% '% <'"-"% 2'+'j4*$#%
#!2#,-+4*-*#%D-"-%$#%"'#!3,-&$#%H+-+4'*"$#%&-%')D"'#-%4$)$5%
D$"%'Q')D3$5%-% "'&!./$%&$#%+U7'*#%&'%'#,$P!'5%)'3>$"*-%&-%



240 Revista Humanidades e Inovação v.4, n. 2 - 2017

!S3*I-./$%&$#%-S7$#%'%)'3>$"*-%+-%&*#D$+*2*3*&-&'%&$%D"$&!,$?%
:XM9g%e%(9 (fdc(5%`a]]5%D?%^aBN^`h;?

0-"-%$%-!,$"%i*37'*"-%p"?%03-+'L-)'+,$%'#,"-,O<*4$%O%$%D-##$%)-*#%*)D$",-+,'%&'%P!-3P!'"%SD$%
&'%$"<-+*I-./$5%#'L-%'3-%D123*4-%$!%D"*7-&-?%0'+#-+&$%+$%#',$"%D123*4$%$%D3-+'L-)'+,$%O%&'%,$,-3%
*)D$",q+4*-%D-"-%P!'%#'%,'+>-%!)-%4$+S+!*&-&'%+-%D"'#,-./$%&$#%#'"7*.$#%D123*4$#%4$)%P!-3*&-&'%
'%,-)2O)%4$)%'H4*r+4*-?

g%D3-+'L-)'+,$%'#,"-,O<*4$%4$+#S,!*N#'%+-%!S3*I-./$%&'%!)%
-"4-2$!.$% &'% ,O4+*4-#% &*"'4*$+-&-#% D-"-% -% '3-2$"-./$% &'%
!)-% -+R3*#'% -)2*'+,-3% *+,'"+-% '% 'Q,'"+-% &-#% $"<-+*I-.J'#5%
-%&'H+*./$%&'%)*##/$5%@$")!3-./$%&'%$2L'S7$#%'#,"-,O<*4$#5%
P!'2"-%'%HQ-./$%&'%+$7$#%D-"-&*<)-#5%&'H+*./$%&$%D'"H3%&'%
+'<G4*$%'%R"'-#%&'%+'<G4*$5%<"!D$#%&'%43*'+,'#%'%D"$&!,$#%$!%
#'"7*.$#5%@$")!3-./$%&'%D$3US4-#%'%&*"',"*I'#%'%&',-3>-)'+,$%
&'#,-#% ')% D"$L',$#% '% -.J'#% '#,"-,O<*4-#?% :iY9sMYc(% p6fYgc5%
]BBC5%D?%`B;?

g%03-+'L-)'+,$%M#,"-,O<*4$%i*,!-4*$+-3%:0Mi;%O%!)-%)',$&$3$<*-%4"*-&-%D'3$%'4$+$)*#,-%
4>*3'+$% -"3$#%X-,!#?%T'%-4$"&$%4$)%t!'",-#%:`aah;%4*,-&$%D$"%K*"4>-3%:`a]`;5%D3-+'L-"%#*<+*H4-%
D'+#-"%-+,'#%&'%-<*"5%D'+#-"%#*#,')-S4-)'+,'5%4$)%)O,$&$5%'QD3*4-+&$%4-&-%!)-%&-#%D$##*2*3*&-&'#%
'%-+-3*#-+&$%#!-#%"'#D'4S7-#%7-+,-<'+#%'%&'#7-+,-<'+#?%

% 0-"-% c*'<% '% ("-!L$% 8*3>$% :`aa`;5% $% 0Mi% D$&'% #'"% #!2&*7*&*&$% ')% P!-,"$% )$)'+,$#%
)$#,"-&$#5%+-%H<!"-b%$%'QD3*4-S7$5%P!'%2!#4-%L!#SH4-"%$#%D$"P!r#%&-%#*,!-./$%-,!-3u%$%+$")-S7$5%
+$%P!-3%#'%'#,-2'3'4'%$%P!'%#'%&'#'L-%@-I'"u%$%'#,"-,O<*4$5%P!'%-+-3*#-%-%7*-2*3*&-&'%&-#%$D'"-.J'#%
D3-+'L-&-#u%'%$%,RS4$N$D'"-4*$+-35%P!'%4!*&-%&-%*)D3')'+,-./$%&-#%$D'"-.J'#%+$%&*-N-N&*-?%

Figura 1 N%g#%P!-,"$%)$)'+,$#%&$%0Mi?

T'%-4$"&$%4$)%Z!*)-"/'#%:`aaa;5%-#%-7-3*-.J'#%&'%P!-3*&-&'%+$#%#'"7*.$#%D123*4$#%&'7')%
"'#D'*,-"%&!-#%-2$"&-<'+#%-#%-#4'+&'+,'#%'%&'#4'+&'+,'#?%(%D-"S"%&'##-#%-2$"&-<'+#%O%D$##U7'3%
7'"*H4-"%4$)$%-%-7-3*-./$%D$&'%)$&*H4-"%,$&$%!)%4$+,'Q,$%$"<-+*I-4*$+-3%'%4$)%*##$%)'3>$"-"%
,$&$#%$#%-#D'4,$#5%#'L-)%'3'#%j#*4$#5%'%-,O%)'#)$%$%4$)D$",-)'+,-3%&$#%#'"7*&$"'#%D123*4$#?

k???l%'##'%)$&'3$%D$&'%#'"%#!2&*7*&*&$%')%&!-#%-2$"&-<'+#b%
-#4'+&'+,'% '% &'#4'+&'+,'?% (% D"*)'*"-% '#,R% "'3-4*$+-&-% -%
,')-#%4$)$%&'#'+7$37*)'+,$%'%-D"'+&*I-<')%$"<-+*I-4*$+-*#%
'% -% @$")-#% &'% <'#,/$% 2-#'-&-#% +$% -!,$&'#'+7$37*)'+,$% '%
+-% D-"S4*D-./$5% *+43!*+&$%!)-%r+@-#'% +-% <'#,/$% &-% 4!3,!"-%
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$"<-+*I-4*$+-3% '% +-% -7-3*-./$% &'% &'#')D'+>$% 4$)% 2-#'%
')% "'#!3,-&$#?% (% -2$"&-<')% &'#4'+&'+,'% "'4$+>'4'% -%
7-3*&-&'% 3*)*,-&-% &-% D'"#D'4S7-% -#4'+&'+,'% '% D"*7*3'<*-% $%
D-D'3%&-%3*&'"-+.-%+-%4$+&!./$%&$#%D"$4'##$#%&'%)!&-+.-?%
Y+43!*%$%<'"'+4*-)'+,$%&-%)!&-+.-%4!3,!"-35%-%!S3*I-./$%&'%
@$")-#% 4-"*#)RS4-#% &'% 3*&'"-+.-5% -% r+@-#'% ')% D"$<"-)-#%
&'% ,"'*+-)'+,$% '% 7-3$"*I-./$% &-% )-"4-% 4$"D$"-S7-5% $%
'#,-2'3'4*)'+,$%&'%!)-%)*##/$5%&'%!)-%'#,"-,O<*-%'QD3U4*,-%
&'%4$)!+*4-./$5%'%-%7-3$"*I-./$%&-%@!+./$%"'4!"#$#%>!)-+$#?%
:Z6YX(cvMi5%`aaa5%D?w;?

Análise e discussão dos resultados
g%'#,!&$%&'%4-#$%-4$+,'4'!%')%!)% XMY%3$4-3*I-&$%')%!)-%4*&-&'%&'%)O&*$%D$",'%&$%#!3%

&'%X*+-#%Z'"-*#?% $)%$%3'7-+,-)'+,$%&'%&-&$#%*&'+SH4-)$#%P!'%$% XMY%'#,!&-&$%-,'+&'%!)%
+1)'"$%D'P!'+$%&'%4"*-+.-#5%+/$%#'+&$%#!H4*'+,'%D-"-%-,'+&'"%-%&')-+&-%3$4-3u%#/$%$@'",-&-#%_a%
7-<-#%+$%,$,-35%D-"-%4"*-+.-#%4$)%*&-&'%'+,"'%x%)'#'#%-%w%-+$#5%"'4'2'+&$N-#%+$%D'"U$&$%*+,'<"-3%
&-#%a_>aa%W#%]_baa%>$"-#?%0-"-%$%*+<"'##$%+-%*+#S,!*./$%+/$%'Q*#,'%!)%4"*,O"*$%,O4+*4$%'#D'4*H4$?%g%
4"*,O"*$%!#-&$%O%2-#'-&$%')%n$"&')%&'%4>'<-&-o5%-$+&'%+-%+$*,'%-+,'"*$"%-%)-,"U4!3-%$#%@-)*3*-"'#%
7/$%4>'<-+&$%'%#'%$"<-+*I-+&$%')%H3-#%-,O%#'%'#<$,-"')%-#%7-<-#?%(%D-"S"%&-%$4!D-./$%&$%,$,-3%
&-#%7-<-#5%+/$%#'%7'"*H4-%!)-%3*#,-%&'%'#D'"-%D-"-%+/$%4"*-"%n'QD'4,-S7-#o%&'%$4!D-./$%&'%7-<-?%%

M##-% *+#S,!*./$%D$##!*%!)%P!-&"$%&'%`a% @!+4*$+R"*$#%P!'%-,'+&')%&'% @$")-%D"'4*#-%-#%
4"*-+.-#5%'+,"',-+,$%@-3,-%!)%D"$H##*$+-3%&'%'&!4-./$%j#*4-5%7*#,$%P!'%2$-%D-",'%&-#%-S7*&-&'#%#'%
4$+4'+,"-%+$%"'4$+>'4*)'+,$%4$"D$"-3?%g#%4!*&-&$#%7/$%&'#&'%-%-3*)'+,-./$5%#'+&$%$@'"'4*&-#%
&'%w%-%h%"'@'*.J'#%&*R"*-#5%#')D"'%4$)%$%4$+,"$3'%&'%+!,"*4*$+*#,-#5%-,O%-%-##*#,r+4*-%$&$+,$3G<*4-%
"'-3*I-&-%D'3$%0i8%:0"$<"-)-%i-1&'%&-%8-)U3*-;?

(#% &*H4!3&-&'#% &$%  XMY% #!"<')%+$% &'4$""'"% &-#% -S7*&-&'#% "'-3*I-&-#% 4$)% -#% 4"*-+.-#?%
(,O%$%)$)'+,$%+!+4-%>$!7'%!)-%k&*H4!3&-&'l%)!*,$%#O"*-%4$)$5%D$"%'Q')D3$5%!)-%P!'&-%+$%
D-"P!*+>$5%$!%D"$23')-#%&'%#-1&'?%M##'#%-4$+,'4*)'+,$#%&'*Q-)%)-"4-#%D"$@!+&-#5%+/$%#$)'+,'%
+-#%4"*-+.-#5%)-#%,-)2O)%+$%D#*4$3G<*4$%&-#%@!+4*$+R"*-#u%LR%$#%)$)'+,$#%&'%#!4'##$#%#/$%P!-+&$%
-%4$)!+*&-&'%D-"S4*D-%'%#'%'+7$37'%+-#%-S7*&-&'#%'#4$3-"'#5%4$)%-%D-"S4*D-./$%')%@'#,-#5%'7'+,$#%
'%"'!+*J'#?%(D'#-"%&'%#'"%D'P!'+$%$%'+7$37*)'+,$%&-%4$)!+*&-&'%+-#%@'#S7*&-&'#%&-%$"<-+*I-./$?

% g%D"*+4*D-3%#'"7*.$%D"'#,-&$%'%$%$2L'S7$%&-% *+#S,!*./$%O%'&!4-"%'%4!*&-"%&-#%4"*-+.-#5%
D-"-%*##$%$%P!-&"$%&'%@!+4*$+R"*$#%O%4$)D$#,$%D$"%D'&-<$<-#%P!'%D-##-)%D$"%D"$4'##$%#'3'S7$%
'%4$+4!"#$%D123*4$5%-3O)%&'%4$I*+>'*"-#5%-L!&-+,'#%&'%#'"7*.$%<'"-*#%'%D$",'*"$?%g%#'"7*.$%-%4-&-%
-+$%D-##-%D$"%"'@$")!3-.J'#5%LR%P!'%#'%-&'P!-%D$"%4-!#-%&-%43*'+,'3-%P!'%O%"$,-S7-?%s'"*H4-)N#'%
D-&"$+*I-./$%+-#%@!+.J'#%&'%-3*)'+,-./$5%4!*&-&$#%4$)%-%>*<*'+'%'%3*)D'I-?%g3>-+&$%D-"-%$%3-&$%
&'%4$+,-,$%4$)%-#%4"*-+.-#%#'%+$,-%4!*&-&$#%'#D'4*-*#%'%-&'P!-&$#%-%4-&-%-3!+$5%D$*#%+/$%#'%D$&'%
D"'7'"%'%+')%)-+*D!3-"%$#%-,$#%&-#%4"*-+.-#?

(%,'4+$3$<*-%D"'#'+,'%#'%'+4$+,"-%+$%P!-&"$%-&)*+*#,"-S7$5%$+&'%#'%!S3*I-%&'%4$)D!,-&$"'#%
'%#$yz-"'#%'#D'4UH4$#%D-"-%4$+,-2*3*I-"%&-&$#%"'@'"'+,'#%-$#%4-&-#,"$#%&'%-3!+$#%'%P!-&"$%&'%
@!+4*$+R"*$#?%(#%4"*-+.-#%@-I')%!#$%&-%,'4+$3$<*-%-D'+-#%+-%@$")-%&'%7U&'$%'%#$)?

g% D3-+'L-)'+,$% O% @'*,$% &'% @$")-% *+,!*S7-% '% 2-#'-&$% ')%D'"4'D.J'#% &-% 4$$"&'+-&$"-5%
&'%)-+'*"-% *+@$")-3?%(#%-S7*&-&'#%P!'%7*#-)%$%D3-+'L-)'+,$%#/$%"'-3*I-&-#%&'%-4$"&$%4$)%-#%
+'4'##*&-&'#% D"'7*#,-#5% D$&'+&$% #'"% D3-+'L-&-#% )'+#-3)'+,'5% #')-+-3)'+,'% '% -,O% )'#)$%
&*-"*-)'+,'5% -,"-7O#% &'% "'!+*J'#% 4$)%$#% @!+4*$+R"*$#% P!'% &*#4!,')% -#% D"$D$#,-#% &'% '+#*+$% '%
-#%4$3$4-)%')%D"RS4-%4$)%$#%-3!+$#?%d$&$%D3-+'L-)'+,$%O%-4$)D-+>-&$%+$%)$)'+,$%&'%#!-%
'Q'4!./$5%7*#,$%P!'%-%4$$"&'+-&$"-%D-"S4*D-%&-#%',-D-#%&$#%D"$4'##$#?%(%-7-3*-./$%&$#%"'#!3,-&$#%O%
*)'&*-,-%'%P!-+&$%#'%'+4$+,"-)%@-3>-#%O%@'*,$%!)-%-!,$4$""'./$5%@-I'+&$%4$)%P!'%,$&$%$%#*#,')-%
,'+>-%!)%@''&2-4\%#*)!3,q+'$?%g%1+*4$%SD$%&'%4$+,"$3'%@'*,$%D$"%D3-+*3>-%O%$%4$+,"$3'%*+,'"+$%&'%
D"$&!,$#%&'%+'4'##*&-&'#%2R#*4-#%:>*<*'+'5%3*)D'I-%'%-3*)'+,-./$;?

(%-7-3*-./$%&-%P!-3*&-&'%&$%#'"7*.$%$@'",-&$%D$&'%#'"%"'-3*I-&-%-D'+-#%D'3$#%@-)*3*-"'#5%
D$*#%&'%@$")-%&*"',-%$%#'"7*.$%+/$%D$&'%#'"%-7-3*-&$%D'3$%43*'+,'5%D$"%#'%,"-,-"')%&'%4"*-+.-#%&'%x%
)'#'#%-%w%-+$#?%g#%D"*+4*D-*#%4"*,O"*$#%&'%L!3<-)'+,$%#/$%4$)$%-#%4"*-+.-#%#/$%,"-,-&-#%'%4$)$%#/$%
'+,"'<!'#%-$%H+-3%&$%&*-?%%

(%*+#S,!*./$%-&$,-%-$%H)%&'%!)%4*43$%3'S7$%!)-%@$")-%&'%"')-,"U4!3-%D-"-%$#%-3!+$#%P!'%
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LR%'#,/$%)-,"*4!3-&$#%'%-%*+43!#/$%&'%+$7$#%-3!+$#%O%@'*,-%D$"%$"&')%&'%4>'<-&-5%+/$%$4$""'+&$%
3*#,-#%&'%'#D'"-%'%+/$%$4-#*$+-+&$%n@-3#-#o%'#D'"-+.-#%D-"-%$#% @-)*3*-"'#%&-#%4"*-+.-#%P!'%+/$%
4$+#'<!*"-)%-%7-<-?%(%1+*4-%@$")-./$%&'%H3-%'Q*#,'+,'%O%+$%)$)'+,$%&-#%)-,"*4!3-#5%$+&'%$#%
D"GD"*$#%@-)*3*-"'#%#'%$"<-+*I-)?

0'"4'2'N#'% P!'% !)% &$#% D"*+4*D-*#% D"$23')-#% '+@"'+,-&$% +-#% *+#S,!*.J'#% &'% '+#*+$%
O%$%+1)'"$%&'%7-<-#%$@'",-&-#%P!'%+/$%O%#!H4*'+,'%D-"-%-,'+&'"%-%&')-+&-%&-%4$)!+*&-&'?%
p!+,-)'+,'%4$)%*##$%#'%7'"*H4-%!)-%@-3,-%&'%4"*,O"*$#%,O4+*4$#%D-"-%-#%)-,"*4!3-#u%+')%#')D"'%-#%
@-)U3*-#%P!'%)-*#%D"'4*#-)%#/$%-,'+&*&-#5%-#%7-<-#%#/$%D"''+4>*&-#%&'%)-+'*"-%-3'-,G"*-%#')%#'%
'#,-2'3'4'"%!)-%$"&')%D-"-%P!'%-P!'3'#%P!'%+/$%@$"-)%-,'+&*&$#%4$+#*<-)%$%#'"7*.$%+$%@!,!"$5%
D$*#%+/$%>R%-%@$")-./$%&'%!)-%H3-%&'%'#D'"-?

g% 03-+'L-)'+,$% O% &'% ,$,-3% *)D$",q+4*-% +$#% #'"7*.$#% D123*4$#5% D$*#% O% +'4'##R"*$% P!'% $#%
)'#)$#%#'L-)%$@'",-&$#%&'%@$")-%'H4*'+,'%D-"-%-P!'3'#%P!'%+'4'##*,-)%&-%D"'#,-./$%&$%#'"7*.$?%
(%@-3,-%&'%!)%D3-+'L-)'+,$%@$")-35%!)%&$#%D$+,$#%D-"-%!)-%2$-%-&)*+*#,"-./$5%4$+4$)*,-+,'%W%
4'+,"-3*I-./$%&-#%&'4*#J'#%+-%H<!"-%&$%4$$"&'+-&$"%"'D"'#'+,-)%!)%<"-7'%D"$23')-%+-%D"'#,-./$%
&$#%#'"7*.$#5%D$*#%,$&-#%-#%&'4*#J'#%#/$%,$)-&-#%&'%)-+'*"-%')'"<'+4*-3%'%#')%4$+S+!*&-&'5%-3O)%
&'%+/$%4$+,-"')%4$)%-%4$3-2$"-./$%&'%$!,"$#%)')2"$#%&-%'P!*D'?

(%-7-3*-./$%&'%P!-3*&-&'%'%4$+,"$3'%-!Q*3*-)%)!*,$%+-%)'3>$"*-%&$#%#'"7*.$#5%'%+$%4-#$%&$%
 XMY%+/$%#'%,')%4"*,O"*$#%D-"-%-%-7-3*-./$%&$#%"'#!3,-&$#%'%-#%(7-3*-.J'#%#/$%@'*,-#%#$)'+,'%D$"%
D'"4'D./$u%*##$%,$"+-%$%-4$)D-+>-)'+,$%&$%#'"7*.$%)!*,$%*+@$")-35%#'+&$%P!'%$%#'"7*.$%&'7'%#'"%
$%)-*#%@$")-3%D$##U7'3%7*#,$%P!'%O%D-"-%$%4$3'S7$?

1$-#/)!(2!3%4#%30$5670%403%8/0'$#9!3

Falta de critérios técnicos para matrículas:
 (%4-!#-%&'#,'%D"$23')-%O%-%@-3,-%&'%4$)!+*4-./$%'+,"'%-#%#'4"',-"*-#%)!+*4*D-*#5%@-3,-%&'%

)'*$#%D-"-%-+-3*#-"%4-#$%-%4-#$%'%$#%4"*,O"*$#%,O4+*4$#%+/$%*+,'"'##-)%-$#%<'#,$"'#5%*)D$",-+&$%
#$)'+,'%4$)%-%P!-+S&-&'%&'%)-,"U4!3-#?%(%#$3!./$%'+4$+,"-&-%@$*%,"-2-3>-"%')%4$+L!+,$%4$)%
G"</$#%&-%D"'@'*,!"-%P!'%@$"+'.-%&-&$#%#$4*$'4$+{)*4$#%:7!3+'"-2*3*&-&'%#$4*-3;%D-"-%-L!&-"%+$%
D"''+4>*)'+,$|#'3'./$%&-#%)-,"U4!3-#?

:0/9!670%4#%;$!3<
(%4-!#-%&'#,'%D"$23')-%O%$%'Q4'##$%&'%&')-+&-5%@-3,-%&'%*+@"-'#,"!,!"-%D-"-%$@'"'4'"%)-*#%

7-<-#u%@-3,-%&'%D3-+'L-)'+,$%+-%>$"-%&-%4$+#,"!./$%&$% XMY%'%$%+1)'"$%"'&!I*&$%&'%@!+4*$+R"*$#?%
(%#$3!./$%'+4$+,"-&-%O%-%4$+#,"!./$%&'%+$7-#%!+*&-&'#%-H)%&'%#!D"*"%-%&')-+&-5%7*#,$%P!'%+/$%
'Q*#,'%!)-% XMY%D-"-%-,'+&'"%4-&-%2-*""$?%

4!",!.3). "!5)6!7)5,2-
 (%4-!#-%&'#,'%D"$23')-%O%-%@-3,-%&'%!)%D3-+'L-)'+,$%@$")-3%@!+&-)'+,-&$%')%)',-#%'%

$2L'S7$#%43-"$#5%#'+&$%2-#'-&$#%')%D-"q)',"$#%D$##U7'*#%&'%-7-3*-./$5%@-3,-%&'%4$)!+*4-./$%'+,"'%
$#%'+7$37*&$#%+$%#'"7*.$5%@-3,-%&'%)$S7-./$5%@-3,-%&'%@!+4*$+R"*$#5%@-3,-%&'%,"'*+-)'+,$%P!-3*H4-&$%'%
#$2"'D$#*./$%&'%,-"'@-#?%(%#$3!./$%'+4$+,"-&-%O%-%!S3*I-./$%&'%4"*,O"*$#%D-"-%P!-+SH4-"%'%P!-3*H4-"%
$%#'"7*.$u%,"'*+-)'+,$%'%4-D-4*,-./$%D-"-%$%D'##$-3?

Falta de avaliação de qualidade:
(%4-!#-%&'#,'%D"$23')-%D$&'%#'"% *+1)'"-5%)-#% ,'+,-)$#% *&'+SH4-"%-3<!+#%D$+,$#%P!'%

D$&')% #'"% "'3'7-+,'#5% '+,"'% '3'#b% @!+4*$+R"*$#% &'#)$S7-&$#5% D"$H##*$+-*#% #')% ,"'*+-)'+,$5%
2-*Q$#%#-3R"*$#5%D"$4'##$%&'%-7-3*-./$%*+4$+#*#,'+,'5%@-3,-%&'%*+,'<"-./$%'+,"'%$#%@!+4*$+R"*$#%'%@-3,-%
&'%*+7'#S)'+,$#%<$7'"+-)'+,-3%+-%)*+*#,"-./$%&'%4!"#$#5%D-3'#,"-#%'%,"'*+-)'+,$?%(%#$3!./$%O%
*+#'"*"%)O,$&$#%P!'%<'"')%"'#!3,-&$#5%-,"-7O#%&'%)'4-+*#)$#%-7-3*-S7$#?

0$&'N#'%4$+43!*" -%D-"S"%&-#%D"$23')RS4-#%4*,-&-#5%-%)'3>$"%@$")-%D-"-%#$3!4*$+-N3-#%O%!)%
'+,"$#-)'+,$%&'%,$&$#%$#%'+7$37*&$#%+$%D"$4'##$%&-%$"<-+*I-./$?%

%  $+#*&'"-)$#%4$)$%-.J'#%D$##U7'*#%-%"'-3*I-./$%&'%"'!+*J'#%D'"*G&*4-#%&'%D3-+'L-)'+,$#%
4$3'S7$#5%$2L'S7-+&$b%
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• &*#4!S"%,')-#%D-"-%'3-2$"-./$%&'%D"$L',$#u%
• )$)'+,$#% &'% '#,!&$#% D'3$% <"!D$% &'% '&!4-&$"'#% '|$!% -,"-7O#% &-#% +'4'##*&-&'#%

-D"'#'+,-&-#%D-"-%'Q'4!./$%&'%D"$L',$#u
• "'<*#,"$%&-%D"RS4-%D'&-<G<*4-%'%-D"'+&*I-<')%&$#%-3!+$#u
• -7-3*-"%D"RS4-#%D'&-<G<*4-#%'%-S7*&-&'#%&'#'+7$37*&-#%+$%D"$4'##$%&$%#'"7*.$u
• ,"$4-#%&'%'QD'"*r+4*-#%:'+,"'%'&!4-&$"'#;u
• $"<-+*I-"%)$)'+,$#%&'%#$4*-3*I-./$5%'+,"'%$#%#'"7*&$"'#?

 $+43!U)$#%P!'%'#,-#%-.J'#%#'"*-)%-#%)'3>$"'#%)-+'*"-#%&'%#$3!4*$+-"%-#%D"$23')RS4-#5%
D$*#% #/$% )$&$#% "RD*&$#% &'% 'Q'4!./$% '% 'H4*'+,'% +$% #'!% $2L'S7$5% +/$% 4-!#-+&$% {+!#% D-"-% -%
$"<-+*I-./$?%

&0$5670%403%8/0'$#9!3%4#%9!)#+/!%0'=#(2!
(% #$3!./$%&$#%D"$23')-#%&'7'%-4$+,'4'"%&'% @$")-%D3-+'L-&-%'%$"<-+*I-&-5% 2!#4-+&$%$%

-!QU3*$%&'%,$&$#%$#%)')2"$#%&-%#$4*'&-&'5%D"*+4*D-3)'+,'%&-%i'4"',-"*-%&-%M&!4-./$%'%$!,"$#%G"</$%
&$%<$7'"+$%)!+*4*D-35%4$)$%-%i'4"',-"*-%&'%(##*#,r+4*-%i$4*-35%P!'%D$&'%@-I'"%!)%)-D'-)'+,$%
&-% 4$)!+*&-&'5% *&'+SH4-+&$% P!-*#% #/$% -#% @-)U3*-#% P!'%)-*#% +'4'##*,-)% &$% -,'+&*)'+,$% '% -%
i'4"',-"*-%&'%03-+'L-)'+,$5%P!'%D$&'%2!#4-"%D-"4'"*-#%D123*4-#%D"*7-&-#%$!%2!#4-"%)-*#%$".-)'+,$%
D-"-%4$+#,"!./$%&'%)-*#% XMYi5%-,'+&'+&$%-##*)%!)%)-*$"%+1)'"$%&'%4"*-+.-#%'%&*)*+!*+&$%-%
demanda.

s'"*H4-)$#%,-)2O)%-%+'4'##*&-&'%&-%'3-2$"-./$%'%'Q'4!./$%&'%!)%2$)%D3-+'L-)'+,$%'%
)-*$"%P!-3*H4-./$%&$#%'+7$37*&$#%+-%D"'#,-./$%&$%#'"7*.$?%0-"-%#$3!4*$+-"%'##'#%D"$23')-#%D$&'N
#'%-<*"%&'%7R"*-#%@$")-#5%'+,"'%'3-#%4!"#$#5%,"'*+-)'+,$#5%-##'##$"-)'+,$#5%'+,"'%$!,"$#5%D$&'+&$%
-,O%$4$""'"%!)-%D-"4'"*-%'+,"'%-#%6+*7'"#*&-&'#%'%Y+#S,!*.J'#%0123*4-#5%D$"%)'*$%&-%P!-*#%-3!+$#%
')%!)%+U7'3% -7-+.-&$%&$#% 4!"#$#%&'%(&)*+*#,"-./$%'%(&)*+*#,"-./$%0123*4-%D$&'"*-)%-!Q*3*-"%
4$)%#'!#%4$+>'4*)'+,$#%'%-L!&-%&$#%D"$@'##$"'#%-,"-7O#%&'%!)%D"$L',$%&'%'Q,'+#/$5%$+&'%,$&$%$%
D"$4'##$%&-%$"<-+*I-./$%#'"*-%-4$)D-+>-&$5%#')D"'%-!Q*3*-+&$%'%D"$D$+&$%#$3!.J'#%&'%@$")-%-%
-34-+.-"%-%)'3>$"*-%&$#%#'"7*.$#%D"'#,-&$#?

Plano de ação
T'%-4$"&$%4$)%$%-!,$"%&$%3*7"$%ng#%`]%'""$#%43R##*4$#%&-%<'#,/$%&'%D"$L',$#o5%M3*%c$&"*<!'#5%

&'H+'% 03-+$% &'% (./$% 4$)$% !)-% @'""-)'+,-% D-"-% -4$)D-+>-)'+,$% &'% -S7*&-&'#5% -!Q*3*-+&$%
+-%4$$"&'+-./$%&-#%'P!*D'#5%D$*#%'QD3*4*,-%P!')%O%"'#D$+#R7'3%D$"%4-&-%-S7*&-&'5%-#%&-,-#%&'%
'+,"'<-%'%-+$,-.J'#|4$)'+,R"*$#%#$2"'%$%D"$<"'##$?%F%D$##U7'3%-D"'#'+,-"%@R4*3%'%"-D*&-)'+,'%$%
-+&-)'+,$%&'%-S7*&-&'#5%-#%,RS4-#%!S3*I-&-#5%P!')%'Q'4!,$!5%P!-+&$5%'+,"'%$!,"-#%*+@$")-.J'#?

% g%)$&'3$%'#4$3>*&$%D-"-%-%$"<-+*I-./$%@$*%$%nX$&'3$%i*)D3'#o?%M#,'%)$&'3$%-D"'#'+,-%
-D'+-#%-#%*+@$")-.J'#%)-*#%2R#*4-#%4$)$%n$%P!'%@-I'"[o5%n4$)$%@-I'"[o%n}!-+&$%@-I'"[o5%nD-"-%
P!')[o%M% nD$"%P!')[o?%c$&"*<!'#% :`a]w;% -4"'&*,-%P!'%'#,'%)$&'3$%D$##!*% -% 7-+,-<')%&'% #'"%
#*)D3'#%'%D$&'%#'"%)$+,-&$%"-D*&-)'+,'%D$"%P!-3P!'"%D'##$-?%

:0/9!3%4#%,0)-/0$#%8!/!%2#/+;,!/%0%8$!)0%4#%!670%#%!%/#30$5670%403%

problemas 
(DG#%&'H+*"%&',-3>-&-)'+,'%4$)$%#'"R%@'*,$%$%D3-+$%&'%-./$%O%+'4'##R"*$%P!'%#'%,'+>-%

!)%)'4-+*#)$%&'%4$+,"$3'%D-"-%$%)'#)$?%T'##-%@$")-%D$&'"R%*&'+SH4-"%#'%$%D3-+$%'#,R%#'+&$%
'@'S7$%+-%*+#S,!*./$%'%,-)2O)%#'%$#%D"$23')-#%@$"-)%"'#$37*&$#%$!%-*+&-%D'"#*#,')%+$% XMY?%

]~%0-##$b%(DG#%-D"'#'+,-./$%&$%"'#!3,-&$%&-%4$+#!3,$"*-5%&'7'N#'%@-I'"%!)-%-7-3*-./$%')%
4$+L!+,$%4$)%-%'P!*D'%D'&-<G<*4-%&-%'#4$3-%D-"-%-7-3*-"%$#%"'#!3,-&$#%'%-+-3*#-"%-%7*-2*3*&-&'%&-%
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