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APRESENTACAO

Fundamentagao Legal:
Emenda constitucional n? 19, de 1998, art. 37, §3¢

A lei disciplinara as formas de participacao do usuario na administracdo publica direta e
indireta, regulando especialmente:

| - as reclamacdes relativas a prestacao dos servicos publicos em geral, asseguradas a
manutencao de servicos de atendimento ao usudrio e a avaliacao periddica, externa e
interna, da qualidade dos servicos;
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EVOLUCAO MENSAL 2011
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Origem por Zonal 2011
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DEMANDAS 2011

BARYS FE & | W

Tipificacao

Reclamacgdes 31,00
Consultas 60 88 85 77 87 74 77 99 62 60 74 51 894 74,50
Solicitagﬁes 27 52 51 30 38 26 21 18 23 23 87 24 420 35,00
Sugestoes 3 6 3 6 1 0 0 5 2 0 2 2 30 2,50

Denuncias 7 17 14 11 9 7 14 12 20 12 20 12 155 12,92
Elogios 0 3 1 3 4 2 3 3 4 5 9 4 41 3,42

Total 123 212 182 152 177 128 136 170 136 128 235 133 1912 159,33

Denuncias Elogios
8% 2%

Sugestoes
2%
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DEMANDAS 2011

Midia de acesso
---------------

Internet 74,58

AJ Presencial 3 2 2 0 1 3 2 1 2 5 6 30 2,50
7 Inspetorias 0 0 0 0 0 0 0 0 0 1 0 2 0,17
32 33 19 20 16 19 28 20 18 38 18 269 22,42
0 0 1 0 0 0 0 0 0 0 0 1 0,08

AN
E-mail
Carta
Fale ¢/ Pres. 39 72 65 54 62 52 49 44 57 25 85 45 649 54,08

W\

O 0 = W

_ Telefone 3 4 6 9 4 5 7 5 2 4 9 8 66 5,50
" 5 : Total 123 212 182 152 177 128 136 170 136 128 235 133 1.912 159,33

2 Telefone
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DEMANDAS 2011

Usuarios

Profissional 71 120 78,17
PAl P. Juridica 7 10 8 6 26 5 12 16 11 9 7 2 119 9,92
V Colaborador 1 7 5 2 1 1 2 2 2 1 58 0 8 683
Leigo 30 59 49 63 31 42 30 31 36 32 64 39 506 42,17
Estudante 13 8 26 15 18 22 18 26 15 9 20 21 211 17,58
= Anénimo 1 8 4 1 5 1 7 7 5 1 5 11 56 4,67
"g" Total 123 212 182 152 177 128 136 170 136 128 235 133 1.912 159,33

: ,| Andénimo
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DEMANDAS 2011

Departamentos

W
h}i---------------
\ADM 4,58
P

DAT 8 15 4 10 14 9 12 11 13 5 11 8 120 10,00

DEC 24 34 47 29 34 33 26 38 30 21 37 20 373 31,08
DCI 0 2 1 1 3 1 0 3 0 1 0 0 12 1,00
FISC 5 20 12 18 14 7 18 12 22 12 17 13 170 14,17
: 23 32 23 9 27 13 10 8 6 8 3 6 168 14,00
0 1 1 0 0 2 0 0 1 2 0 17 24 2,00
4 13 10 8 7 9 9 4 4 5 13 6 92 7,67
1 2 3 2 1 2 3 2 3 4 1 2 26 2,17
48 68 59 56 62 46 46 66 36 42 52 42 623 51,92
1 3 6 9 2 1 2 3 1 0 2 4 34 2,83
0 0 0 0 0 0 0 0 0 0 0 1 1 0,08
0 0 0 0 0 0 0 0 0 1 0 0 1 0,08
6 12 9 7 9 4 2 21 16 22 93 12 213 17,75

’Total 123 212 182 152 177 128 136 170 136 128 235 133 1912 159,33
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DEMANDAS 2011
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Departamentos
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DEMANDAS 2011

Consultas

ADM
2%

DCI

ADM 17
DAT 59
DCI 6
DEC 259
FIN 43
FISC 17
GAB 43
+ 3 INF 0
i 1* JUR 14
MKT 19
SRS NAAEC 1
B OGE 17
REG 399

4 Total 894 NAAEC INF
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DEMANDAS 2011
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DEMANDAS 2011

Atendimento fora do prazo

Dentro do prazo 1604 84%
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DEMANDAS 20

[

1

Atendimento fora do prazo

ADM 4
DAT 0 ADM
DEC 109 ’
DCl 0
FISC 14
FIN 68
INF 0
MKT 13
JUR
REG
OGE
NAAEC 0
GAB 92
Total 308
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" Atendidas fora do prazo
Atendidas no prazo

N3o respondidas em 31/12/2011
Total

DEMANDAS 2011

Atendimento

Nao respondidas
em 31/12/2011
4%

236
1604

72
1.912

Atendidas
fora do prazo
12%
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