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Resumo:

O atual cenário presenciado pelas organizações compreende um ambiente dinâmico que requer uma 
constante busca por mecanismos que permitam um melhor planejamento e desenvolvimento das 
atividades e alcance dos objetivos. Neste sentido, o gerenciamento dos processos institucionais auxilia na 
criação destes mecanismos ao passo que utiliza ferramentas de automação que agem como facilitadoras 
na gestão dos processos institucionais. A Universidade da Região da Campanha têm adotado práticas de 
qualidade em seus processos, realizando investimentos estruturais e operacionais na busca de um 
ambiente produtivo e que entregue qualidade ao cliente final. A partir destas afirmativas, o estudo 
objetivou otimizar o processo de contratação de funcionários de uma Universidade Comunitária de 
Ensino Superior (ICES). O estudo de caso contou com a utilização da metodologia BPM e do uso de 
Workflow onde foi possível mapear o processo, modelar e implementá-lo na ferramenta de workflow 
para então realizar a socialização junto aos setores. O estudo apresentou resultados positivos, dentre estes 
a automatização do processo, o controle do fluxo das atividades, verificação de possíveis gargalos no 
processo, redução de setores envolvidos, melhoria na comunicação interna através da utilização do 
workflow. Estudos futuros projetam a implementação desta metodologia nos demais processos da 
instituição bem como o monitoramento dos mesmo.
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2 FHQiULR DWXDO SUHVHQFLDGR SHODV RUJDQL]Do}HV FRPSUHHQGH XP DPELHQWH GLQkPLFR H� � � � � � � � � � �

FRQILJXUDGR SRU FRQVWDQWHV PXGDQoDV� 2 SODQHMDPHQWR HVWUDWpJLFR Mi QmR p PDLV XPD JDUDQWLD� � � � � � � � � � � � �

GH GHVHPSHQKR VXSHULRU SDUD DV LQVWLWXLo}HV� WHQGR HVWDV XP GHVDILR PDLRU SDUD SODQHMDU H� � � � � � � � � � � � � �

GHVHQYROYHU KDELOLGDGHV TXH DV FDSDFLWHP SDUD VXSHUDU WDLV GHPDQGDV� 3RUWHU ������ Gi rQIDVH� � � � � � � � � � � � �

D XP LPSRUWDQWH WHUPR GD $GPLQLVWUDomR 0RGHUQD� D FDGHLD GH YDORUHV� TXH VHJXQGR R DXWRU� � � � � � � � � � � � � � �

WUDWD GDV SULQFLSDLV DWLYLGDGHV GD HPSUHVD GHVGH D VXD UHODomR FRP FOLHQWHV H IRUQHFHGRUHV�� � � � � � � � � � � � � �

SDVVDQGR SHORV SURFHVVRV SURGXWLYRV DWp D HQWUHJD GR SURGXWR ILQDO� VHMD HOH WDQJtYHO RX� � � � � � � � � � � � � �

LQWDQJtYHO� 6HJXQGR R DXWRU� FDGD HOR GHVWD FDGHLD HVWi LQWHUOLJDGR H p GH VXPD LPSRUWkQFLD� � � � � � � � � � � � � � �

SDUD�R�DOFDQFH�GRV�REMHWLYRV��

6HJXLQGR HVWD OyJLFD� DFUHGLWD�VH TXH XP FRUUHWR JHUHQFLDPHQWR GRV SURFHVVRV� � � � � � � � � �

LQVWLWXFLRQDLV DX[LOLD QD FULDomR GH PHFDQLVPRV GH HVWUXWXUDomR� PHQVXUDomR� UHYLVmR H� � � � � � � � � � �

FRQWUROH GRV SURFHVVRV LQVWLWXFLRQDLV� SHUPLWLQGR R DOFDQFH GRV REMHWLYRV GH IRUPD FRQVLVWHQWH� � � � � � � � � � � �

H DOLQKDGD jV HVWUDWpJLDV GD RUJDQL]DomR� 8PD JHVWmR RULHQWDGD SRU SURFHVVRV SHUPLWH TXH VH� � � � � � � � � � � � � �

WUDEDOKH FRP WRGDV DV GLPHQV}HV GR QHJyFLR REWHQGR UHVXOWDGRV GH IRUPD JUDGDWLYD EDVHDGD� � � � � � � � � � � � �

QD�PHOKRULD�FRQWtQXD��%$/'$0�HW�DO�����������

$ 8QLYHUVLGDGH GD 5HJLmR GD &DPSDQKD WrP DGRWDGR SUiWLFDV GH TXDOLGDGH HP VHXV� � � � � � � � � � � � �

SURFHVVRV� UHDOL]DQGR LQYHVWLPHQWRV HVWUXWXUDLV H RSHUDFLRQDLV QD EXVFD GH XP DPELHQWH� � � � � � � � � � �

SURGXWLYR H TXH HQWUHJXH TXDOLGDGH DR FOLHQWH ILQDO� 7DLV PHGLGDV SUHWHQGHP HVWDEHOHFHU D� � � � � � � � � � � � �

SUiWLFD GDV WDUHIDV GH IRUPD FRHVD HQWUH RV VHWRUHV H HTXLSHV GH DSRLR� UHGX]LQGR FXVWRV H� � � � � � � � � � � � � � � �

DXPHQWDQGR D SURGXWLYLGDGH� R TXH VHJXQGR 0DUDQKmR H 0DFLHLUD ������ FRQWULEXL� � � � � � � � � � �

VLJQLILFDWLYDPHQWH�QD�REWHQomR�GH�UHVXOWDGRV�SRVLWLYRV�SDUD�D�LQVWLWXLomR��

$ SDUWLU GHVWDV LPSRUWDQWHV SUHPLVVDV� R HVWXGR REMHWLYRX RWLPL]DU R SURFHVVR GH� � � � � � � � � � � �

FRQWUDWDomR GH IXQFLRQiULRV GH XPD 8QLYHUVLGDGH &RPXQLWiULD GH (QVLQR 6XSHULRU �,&(6�� 2� � � � � � � � � � � �

HVWXGR GH FDVR FRQWRX FRP D XWLOL]DomR GD PHWRGRORJLD %30 H GR XVR GH :RUNIORZ RQGH IRL� � � � � � � � � � � � � � � � �

SRVVtYHO PDSHDU R SURFHVVR� PRGHODU H LPSOHPHQWi�OR QD IHUUDPHQWD GH ZRUNIORZ SDUD HQWmR� � � � � � � � � � � � �

UHDOL]DU D VRFLDOL]DomR MXQWR DRV VHWRUHV� 1D VHTXrQFLD p IHLWR R PRQLWRUDPHQWR GR PHVPR� � � � � � � � � � � � � �

EDVHDGR QD SUiWLFD GD PHOKRULD FRQWtQXD �6&+2/$17 H 3$=� ����� $WUDYpV GD� � � � � � � � � � � �

LPSOHPHQWDomR GHVWDV PHWRGRORJLDV� IRL SRVVtYHO LGHQWLILFDU IDOKDV QR IOX[R GR SURFHVVR H� � � � � � � � � � � �

WDPEpP�SURSRU�PHOKRULDV�SDUD�D�QRYD�YHUVmR��

2 WUDEDOKR IRL HVWUXWXUDGR GD VHJXLQWH IRUPD� D VHomR LQWURGXWyULD WUDWRX GD� � � � � � � � � � � �

SUREOHPDWL]DomR� MXVWLILFDWLYD H QRUWHDPHQWR GR HVWXGR VHJXQGR D RSLQLmR GH DOJXQV DXWRUHV�� � � � � � � � � � � �

1D VHomR GH PHWRGRORJLD IRUDP GHVFULWRV DV HWDSDV QHFHVViULDV SDUD D UHDOL]DomR GR HVWXGR�� � � � � � � � � � � � � �

QD VHTXrQFLD IRUDP GHPRQVWUDGRV RV UHVXOWDGRV GR HVWXGR GH FDVR RQGH IRL GHVFULWR R� � � � � � � � � � � � � �

PDSHDPHQWR GR SURFHVVR� EHP FRPR DV PHOKRULDV LGHQWLILFDGDV FRP R XVR GD PHWRGRORJLD� � � � � � � � � � � � �

%30 H GH :RUNIORZ� $ VHomR GH FRQVLGHUDo}HV ILQDLV SHUPLWLX SURMHWDU HVWXGRV IXWXURV TXH� � � � � � � � � � � � � �

SUHGL]HP�D�PHOKRULD�GH�RXWURV�SURFHVVRV�GHQWUR�GD�LQVWLWXLomR��
�

�

$QDLV�GR�����6$/­2�,17(51$&,21$/�'(�(16,12��3(648,6$�(�(;7(16­2���6,(3(�

8QLYHUVLGDGH�)HGHUDO�GR�3DPSD���6DQWDQD�GR�/LYUDPHQWR����D���GH�QRYHPEUR�GH������
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$ PHWRGRORJLD XWLOL]DGD IRL D GH *HVWmR GH 3URFHVVRV GH 1HJyFLR FRQIRUPH ILJXUD ��� � � � � � � � � � � � � �

DWUDYpV GH XPD SHVTXLVD GHVFULWLYD H H[SORUDWyULD� H XP HVWXGR GH FDVR RQGH WRPRX�VH FRPR� � � � � � � � � � � � � � �

REMHWR GR HVWXGR D 8QLYHUVLGDGH GD 5HJLmR GD &DPSDQKD� $ SRSXODomR DOYR GD SHVTXLVD� � � � � � � � � � � � � �

IRUDP�RV�JHVWRUHV�GD�,QVWLWXLomR��

$ SULPHLUD HWDSD GD PHWRGRORJLD IRL GH SODQHMDPHQWR GR SURMHWR� SDUD UHDOL]DU R GLDJQyVWLFR� � � � � � � � � � � � � �

GR SURFHVVR GH FRQWUDWDomR� �$ VHJXQGD HWDSD GD PHWRGRORJLD FRQVLVWLX QD �LGH�QWLILFDomR GRV� � � � � � � � � � � � �

VHWRUHV HQYROYLGRV H GDV DWLYLGDGHV UHDOL]DGDV SRU HVWHV� H DLQGD LGHQWLILFDomR GRV VLVWHPDV� � � � � � � � � � � � �

GLVSRQtYHLV�SHOD�,QVWLWXLomR�SDUD�RWLPL]DomR�GR�SURFHVVR���

1HVWD HWDSD IRUDP UHDOL]DGDV UHXQL}HV FRP 5HLWRULD GD 8QLYHUVLGDGH SDUD HQWHQGHU D UHJUD GH� � � � � � � � � � � � � �

QHJyFLR GD ,QVWLWXLomR H GH TXH IRUPD R SURFHVVR HVWDYD VHQGR UHDOL]DGR� VH KDYLDP JDUJDORV� � � � � � � � � � � � � � �

QR SURFHVVR H TXDLV DV VXJHVW}HV GH PHOKRULDV� 2 IOX[R GR SURFHVVR IRL PDSHDGR DWUDYpV GD� � � � � � � � � � � � � � � �

IHUUDPHQWD %L]DJL 0RGHOHU� SHUPLWLQGR PHOKRU YLVXDOL]DomR SURFHVVR� $SyV UHXQL}HV FRP D� � � � � � � � � � �

5HLWRULD� RV GHPDLV VHWRUHV WDPEpP SDUWLFLSDUDP GR PDSHDPHQWR GR SURFHVVR OHYDQWDQGR RV� � � � � � � � � � � �

SRQWRV�IRUWHV�H�IUDFRV�GR�PHVPR���

$ WHUFHLUD HWDSD GD PHWRGRORJLD D VLPXODomR GR SURFHVVR� DSyV D YDOLGDomR GR SURFHVVR� � � � � � � � � � � � � �

PDSHDGR SHOD UHLWRULD R PHVPR IRL LPSODQWDGR QR VLVWHPD GD LQVWLWXLomR H WHVWDGR SHOD HTXLSH� � � � � � � � � � � � � � �

GH�'HVHQYROYLPHQWR�2UJDQL]DFLRQDO�SDUD�TXH�HQWmR�R�PHVPR�IRVVH�LPSODQWDGR���

$ SHVTXLVD HVWi QD TXLQWD IDVH GH DFRPSDQKDPHQWR GR SURFHVVR H PRQLWRULD GRV XVXiULRV SDUD� � � � � � � � � � � � � � �

GHWHFWDomR�GH�PHOKRULDV�FRQVWDQWHPHQWH��

�

)LJXUD����0HWRGRORJLD�GH�*HVWmR�GH�SURFHVVRV��%30���

�

�
)RQWH���$%303��������

$QDLV�GR�����6$/­2�,17(51$&,21$/�'(�(16,12��3(648,6$�(�(;7(16­2���6,(3(�

8QLYHUVLGDGH�)HGHUDO�GR�3DPSD���6DQWDQD�GR�/LYUDPHQWR����D���GH�QRYHPEUR�GH������



�

��(678'2�'(�&$62�

��

$ SDUWLU GD VHJXQGD HWDSD GD PHWRGRORJLD� LQLFLRX�VH R PDSHDPHQWR GR SURFHVVR SDUD� � � � � � � � � � � � �

LGHQWLILFDomR GRV VHWRUHV HQYROYLGRV H DV DWLYLGDGHV UHDOL]DGDV� 2V VHWRUHV HQYROYLGRV QR� � � � � � � � � � � �

SURFHVVR GD FRQWUDWDomR HUDP� 5HLWRULD� 5HFXUVRV +XPDQRV�5+�� *HVWmR GH 3HVVRDV�� � � � � � � � � �

3Uy�5HLWRULD $GPLQLVWUDWLYD �352$'��$VVHVVRULD -XUtGLFD �352&-85�� $VVHVVRULD GH� � � � � � �

7HFQRORJLD�GD�,QIRUPDomR�$7,����

&RP D LGHQWLILFDomR GRV VLVWHPDV GLVSRQLELOL]DGRV SHOD LQVWLWXLomR� HQFRQWURX�VH R� � � � � � � � � �

VLVWHPD GH :RUNIORZ �&{PSHWR� XWLOL]DGR QD ,QVWLWXLomR� RQGH HVWH SURFHVVR DLQGD QmR ID]LD� � � � � � � � � � � � �

SDUWH� VHQGR UHDOL]DGR GH IRUPD PDQXDO� (P UHXQLmR FRP RV JHVWRUHV HQYROYLGRV QR SURFHVVR� � � � � � � � � � � � � �

DLQGD�QD�VHJXQGD�HWDSD�GD�PHWRGRORJLD�IRUDP�OHYDQWDGRV�RV�VHJXLQWHV�SRQWRV��

� 2�SURFHVVR�HUD�UHDOL]DGR�WRWDOPHQWH�GH�IRUPD�PDQXDO��

� 'HPRUD�GR�IOX[R�GR�SURFHVVR��

� 6HWRU�GH�*HVWmR�GH�3HVVRDV�UHDOL]DYD�IXQo}HV�EXURFUiWLFDV��

� 6HWRU�352&-85 �QmR�SRVVXtD�FLrQFLD�GR�SDJDPHQWR�GR�VHJXUR�REULJDWyULR���

� 4XDOTXHU�FRODERUDGRU�VROLFLWDYD�D�FRQWUDWDomR��

� 2 VHWRU $7, UHFHELD GHPDQGDV SDUD FDGDVWUR GH XVXiULRV GRV IXQFLRQiULRV FRQWUDWR�� � � � � � � � � � � �

FRP�WRGD�GRFXPHQWDomR�HQYLDGD�SHOR�5+��

�

$�)LJXUD���PRVWUD�IOX[R�GR�SURFHVVR�PDSHDGR�HP�UHXQLmR�FRP�WRGRV�RV�VHWRUHV�

HQYROYLGRV���

��������������)LJXUD����)OX[R�GR�SURFHVVR�RULJLQDO�GH�FRQWUDWDomR��

�
)RQWH��'DGRV�SULPiULRV���������

�

�
�3URFXUDGRULD�-XUtGLFD��

$QDLV�GR�����6$/­2�,17(51$&,21$/�'(�(16,12��3(648,6$�(�(;7(16­2���6,(3(�

8QLYHUVLGDGH�)HGHUDO�GR�3DPSD���6DQWDQD�GR�/LYUDPHQWR����D���GH�QRYHPEUR�GH������



$SyV�D�PDSHDPHQWR�GR�SURFHVVR�RULJLQDO�IRUDP�GHILQLGDV�DV�UHJUDV�GH�QHJyFLR�SDUD�RWLPL]DU�

R�SURFHVVR�GH�FRQWUDWDomR�GH�IXQFLRQiULRV��

� 2 SURFHVVR VHUi UHDOL]DGR QR VLVWHPD :RUNIORZ �&{PSHWR�� H QmR PDLV GH IRUPD� � � � � � � � � � � � �

PDQXDO��HVWLPDQGR�D�UHGXomR�GH�WHPSR�GR�IOX[R�GR�SURFHVVR��

� $SHQDV DV 3Uy�5HLWRULDV H $VVHVVRULDV GD 8QLYHUVLGDGH SRGHUmR VROLFLWDU YDJD D� � � � � � � � � � �

FRQWUDWDomR��

� 2 VHWRU FRQKHFLGR FRPR *HVWmR GH 3HVVRDV� LQWHJURX�VH DR VHWRU GH 5+ UHDOL]DQGR� � � � � � � � � � � � �

HVWH�R�SURFHVVR�GHVGH�UHFUXWDPHQWR�VHOHomR�DWp�R�SURFHVVR�DGPLVVLRQDO��

� 2 SDJDPHQWR GR VHJXUR VHUi UHDOL]DGR DQWHV GD HODERUDomR GR FRQWUDWR SHOD� � � � � � � � � � � �

352&-85��

� 3DVVDUi SRU DSURYDomR GD 5HLWRULD D VROLFLWDomR GD YDJD H WDPEpP R FDQGLGDWR� � � � � � � � � � � � �

VHOHFLRQDGR�SHOR�5HFXUVRV�+XPDQRV��

� 2 VHWRU GH 5HFXUVRV +XPDQRV UHDOL]DUi R FDGDVWUR GR IXQFLRQiULR QR VLVWHPD� � � � � � � � � � � �

LQVWLWXFLRQDO� RQGH R VHWRU $7, TXH GHL[D GH ID]HU SDUWH GR SURFHVVR� 2 QRYR IOX[R GR� � � � � � � � � � � � � � � �

SURFHVVR�ILFRX�GHILQLGR�FRQIRUPH�ILJXUD����

�

�������������)LJXUD����1RYR�SURFHVVR�GH�FRQWUDWDomR�GH�IXQFLRQiULR��

�

��������������)RQWH��'DGRV�SULPiULRV���������

�

2�SURFHVVR�IRL�LPSOHPHQWDGR�QR�VLVWHPD�&{PSHWR�FRQIRUPH�)LJXUD����RQGH�p�SRVVtYHO�D�

VROLFLWDomR�YLD�VLVWHPD�H�HVWi�QD�TXLQWD�IDVH�GD�PHWRGRORJLD��R�PRQLWRUDPHQWR�GR�SURFHVVR�QD�

EXVFD�GD�PHOKRULD�FRQWtQXD��

�

�

�

�

�

$QDLV�GR�����6$/­2�,17(51$&,21$/�'(�(16,12��3(648,6$�(�(;7(16­2���6,(3(�

8QLYHUVLGDGH�)HGHUDO�GR�3DPSD���6DQWDQD�GR�/LYUDPHQWR����D���GH�QRYHPEUR�GH������



�)LJXUD����7HOD�FULDomR�GH�SURWRFROR�GH�FRQWUDWDomR��

�
)RQWH��'DGRV�SULPiULRV���������

��&216,'(5$d®(6�),1$,6�
2 HVWXGR WUDWRX GD RWLPL]DomR GH XP GRV SURFHVVRV GD ,&(6 H SHUPLWLX XPD PHOKRU� � � � � � � � � � � � � � �

FRPSUHHQVmR GRV DPELHQWHV TXH IRUPDP R WRGR RUJDQL]DFLRQDO� $ DERUGDJHP YROWDGD SDUD D� � � � � � � � � � � � �

JHVWmR GRV SURFHVVRV LQVWLWXFLRQDLV H D RWLPL]DomR GH XP GHOHV GHPRQVWURX D SRVVLELOLGDGH GH� � � � � � � � � � � � � �

DYDQoRV QR TXH GL] UHVSHLWR DR DOLQKDPHQWR GDV WDUHIDV� FRHVmR HQWUH VHWRUHV H QD UHGXomR GH� � � � � � � � � � � � � � � �

FXVWRV�RSHUDFLRQDLV�DQWHV�XWLOL]DGRV�SDUD�UHDOL]DomR�GRV�PHVPRV���

8PD YH] TXH RV FRQWH[WRV HFRQ{PLFR� VRFLDO H WHFQROyJLFR HVWmR HP FRQVWDQWH� � � � � � � � � � � �

WUDQVIRUPDomR� R HVWXGR VH PRVWURX UHOHYDQWH SHOR IDWR GH DYDOLDU RV LPSDFWRV RUJDQL]DFLRQDLV� � � � � � � � � � � � �

TXH DV PXGDQoDV SURSRVWDV UHVXOWDUDP� WHQGR HP YLVWD R DSRUWH GH QRYDV WHFQRORJLDV� D� � � � � � � � � � � � � �

PXGDQoD�QD�FXOWXUD�RUJDQL]DFLRQDO�H�D�SUiWLFD�GH�PHWRGRORJLDV�FLHQWtILFDV��

(VWXGRV IXWXURV SUHGL]HP D FRQWLQXLGDGH GD JHVWmR GRV SURFHVVRV GD LQVWLWXLomR� � � � � � � � � � �

MXQWDPHQWH FRP D XWLOL]DomR VLVWHPD GH ZRUNIORZ SDUD D FRQWLQXLGDGH GD PHOKRULD R IOX[R� � � � � � � � � � � � � �

GRV�SURWRFRORV�H�GD�LQIRUPDomR��

�

5()(5Ç1&,$6�

%$/'$0� 5�� 9$//(� 5�� 52=(1)(/'� +�� *HUHQFLDPHQWR GH SURFHVVRV GH QHJyFLRV �� � � � � � � � � � � �
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