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Prefácio

A PATOLOGIA ALÉM DO MICROSCÓPIO
O termo patologia�VLJQLȴFD�ȊHVWXGR�GDV�GRHQ©DVȋ��&ODVVLȴFDGD�FRPR�HVSHFLDOLGDGH�P«GLFD�TXH�HVWXGD�

as doenças e as alterações que estas provocam no organismo. A palavra microscópio tem sua origem 

nos termos mikrós��GR�JUHJR�ȊSHTXHQRȋ��escoppéoo��GR�JUHJR�ȊREVHUYDU��YHU�DWUDY«Vȋ���$�LQYHQ©¥R�GR�

PLFURVFµSLR�PXGRX�FRPSOHWDPHQWH�D�PDQHLUD�GH�VH�YHU�R�PXQGR�H�DEULX�XPD�LQȴQLGDGH�GH�QRYDV�

GHVFREHUWDV�H�QRYDV�SRVVLELOLGDGHV��UHYROXFLRQDQGR�R�FRQKHFLPHQWR�FLHQW¯ȴFR��6LP��LVVR�«�WXGR�PXLWR�

LQWHOHFWXDO�H�LQWHUHVVDQWH��PDV�R�SDSHO�GR�3DWRORJLVWD�H[WUDSROD�HVVDV�GHȴQL©·HV��

2�3DWRORJLVWD�«�SH©D�IXQGDPHQWDO�GD�HTXLSH�PXOWLGLVFLSOLQDU�H�GR�FXLGDGR�FHQWUDGR�QR�SDFLHQWH��1¥R�«�

DSHQDV�XPD�O¤PLQD�GH�PLFURVFRSLD��«�XP�SDFLHQWH��$WU£V�GH�FDGD�FRUWH�GH�WHFLGR�H[LVWH�XPD�KLVWµULD��XP�

SDFLHQWH��XPD�IDP¯OLD��0XLWR�DO«P�GR�PLFURVFµSLR��R�3DWRORJLVWD�SUHFLVD�SURGX]LU�GLDJQµVWLFR��SURJQµVWLFR��

LQIRUPD©¥R�H�FRQKHFLPHQWR�H�WXGR�LVVR�HP�WHPSR�K£ELO�SDUD�TXH�R�SDFLHQWH�SRVVD�UHFHEHU�R�PHOKRU�

WUDWDPHQWR�SRVV¯YHO��&DGD�YH]�PDLV��R�3DWRORJLVWD�SUHFLVD�IRUQHFHU�PDLV�UHVSRVWDV��FRP�PHQRV�PDWHULDO��

6LP��ȊQXQFD�IRL�W¥R�ERP�VHU�3DWRORJLVWDȋ��PDV�LVVR�YHP�DFRPSDQKDGR�GH�XPD�UHVSRQVDELOLGDGH�LQȴQLWD��

WUDEDOKR�GH�H[FHO¬QFLD��FRPSOLDQFH��DSUHQGL]DGR�FRQW¯QXR�H�DGDSWDELOLGDGH�FRQVWDQWH���$�3DWRORJLD�GHL[RX�

GH�VHU�FRJQLWLYD�SDUD�VHU�WHFQROµJLFD��PROHFXODU�H�DOWDPHQWH�HVSHFLDOL]DGD��$�SURGX©¥R�GH�FRQKHFLPHQWR�H�

D�WURFD�GH�LQIRUPD©·HV�QXQFD�IRL�W¥R�U£SLGD�H�W¥R�GHPRFU£WLFD��2�REVROHWR�IRL�RQWHP�H�R�IXWXUR�«�DJRUD��

(VWH�PDQXDO�GR�SURMHWR�&LW\�&DQFHU�&KDOOHQJH�IRL�HVFULWR�HP�PHLR�¢�SDQGHPLD�GR�FRURQDY¯UXV��7XGR�HVWDYD�

PHWRGLFDPHQWH�RUJDQL]DGR��FURQRJUDPD��DJHQGDV��WDUHIDV��UHXQL·HV�H��GH�UHSHQWH�H�GH�IRUPD�LQHVSHUDGD��

WXGR�PXGRX��7RGR�SODQHMDPHQWR�SUHFLVRX�VHU�UHGLPHQVLRQDGR�SDUD�D�QRYD�UHDOLGDGH��$�PRGHUQLGDGH�

O¯TXLGD�SDVVRX�D�VHU�YRO£WLO�H�D�DGDSWD©¥R�SUHFLVRX�VHU�LPHGLDWD��$V�UHXQL·HV��DW«�HQW¥R�SUHVHQFLDLV��

SDVVDUDP�D�VHU�YLUWXDLV��2V�FDI«V�H�FRQYHUVDV�LQIRUPDLV�IRUDP�VXEVWLWX¯GRV�SRU�GLVWDQFLDPHQWR�VRFLDO��$V�

DWLYLGDGHV�GH�EUDLQVWRUPLQJ�GHUDP�HVSD©R�D�GLVFXVV·HV�SRU�F¤PHUDV�H�PLFURIRQHV��2V�VRUULVRV�IRUDP�

HVFRQGLGRV�DWU£V�GDV�P£VFDUDV�H�SDVVDPRV�D�QRV�FRPXQLFDU�SHOR�EULOKR�QRV�ROKRV��%ULOKR�GH�XPD�HTXLSH�

YROXQW£ULD��PXOWLGLVFLSOLQDU��FRQVWLWX¯GD�SRU�SHVVRDV�FRP�KDELOLGDGHV�GLIHUHQWHV��PDV�VLQWRQL]DGDV�HP�XP�

grande e audacioso objetivo comum.

$SUHQGHPRV�D�LPSRUW¤QFLD�GR�WHPSR��7HPSR�SDUD�ȴFDU�HP�IDP¯OLD��WHPSR�SDUD�ȴFDU�VR]LQKR��7HPSR�SDUD�

IDODU��WHPSR�SDUD�ȴFDU�HP�VLO¬QFLR��7HPSR�SDUD�WUDEDOKDU��WHPSR�SDUD�ȴFDU�HP�FDVD��7HPSR�GH�WHU�PHGR��

WHPSR�GH�WHU�HVSHUDQ©D��7HPSR�GH�DSUHQGHU��WHPSR�GH�HQVLQDU��7HPSR�GH�DSURYHLWDU�DV�SHTXHQDV�FRLVDV�

GD�YLGD��7HPSR�GH�GLDJQµVWLFR��$K��R�WHPSR��

(VSHUDPRV�TXH�HVWH�PDQXDO�FRQWULEXD�FRP�D�URWLQD�GRV�/DERUDWµULRV�GH�3DWRORJLD�H�G¬�D�WRGRV�R�WHPSR�GH�

que tanto precisamos!

Simone Marcia dos Santos Machado

0«GLFD�3DWRORJLVWD�

2XWXEUR������
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Apresentação

SOBRE A INICIATIVA:
3RUWR�$OHJUH�DGHULX�DR�&LW\�&DQFHU�&KDOOHQJH��&�&DQ��HP�VHWHPEUR�GH�������VHQGR�D�¼QLFD�FLGDGH�QR�%UDVLO�TXH�

SDUWLFLSD�QHVWD�LQLFLDWLYD�GH�DOFDQFH�LQWHUQDFLRQDO�MXQWDPHQWH�FRP�&DOL��&RO¶PELD��$VVXQ©¥R��3DUDJXDL��/HµQ��

0«[LFR��.XPDVL��*DQD��.LJDOL��5XDQGD��7ELOLVL��*HµUJLD��<DQJRQ��0\DQPDU�H�*UHDWHU�3HWDOLQJ��0DO£VLD��2�&�&DQ�

IRL�ODQ©DGR�HP������SHOD�8QLRQ�IRU�ΖQWHUQDWLRQDO�&DQFHU�&RQWURO��8Ζ&&��QR�)µUXP�(FRQ¶PLFR�0XQGLDO�FRP�D�

YLV¥R�GH�DSRLDU�FLGDGHV�H�RV�VHXV�FLGDG¥RV�D�PHOKRUDU�R�DFHVVR�D�FXLGDGRV�RQFROµJLFRV�GH�TXDOLGDGH�

8P�&RPLW¬�([HFXWLYR�GH�VHWRUHV�UHOHYDQWHV�IRL�IRUPDGR�SRU����LQVWLWXL©·HV�ORFDLV�H��GXUDQWH�������LGHQWLȴFRX�

RV�SULQFLSDLV�GHVDȴRV�QR�HQIUHQWDPHQWR�GR�F¤QFHU�H�SURS¶V�VROX©·HV�EDVHDGDV�HP�GDGRV�H�HYLG¬QFLDV��$O«P�

GR�&RPLW¬�([HFXWLYR��XP�&RPLW¬�7«FQLFR��IRUPDGR�SRU����SURȴVVLRQDLV�GH�GLIHUHQWHV�LQVWLWXL©·HV��PRELOL]RX�

PDLV�GH�����SURȴVVLRQDLV�GH����LQVWLWXL©·HV�H�PDSHRX����SUREOHPDV�UHODFLRQDGRV�DR�F¤QFHU��SULRUL]DQGR����

GHVDȴRV�

)RUDP�GHȴQLGRV����REMHWLYRV�SDUD�D�FLGDGH��LQFOXLQGR�R�GD�3DWRORJLD��TXH�YLVD�PHOKRUDU�D�TXDOLGDGH�GRV�

ODERUDWµULRV��LQFOXLQGR�UDVWUHDELOLGDGH�GH�DPRVWUDV��WHVWHV�H�ODXGRV��8P�JUXSR�GH�SDWRORJLVWDV�YROXQW£ULR�

IRL�IRUPDGR�H��MXQWDPHQWH�FRP�D�6HFUHWDULD�0XQLFLSDO�GH�6D¼GH�H�D�'LUHWRULD�*HUDO�GH�9LJLO¤QFLD�HP�6D¼GH��

iniciaram o desenvolvimento de documentos iniciais que visam fortalecer os processos de qualidade dos 

ODERUDWµULRV��FRPR�R�GHVHQYROYLPHQWR�H�LPSODQWD©¥R�GH�XP�3URJUDPD�GH�&RQWUROH�GH�4XDOLGDGH�SDUD�

ODERUDWµULRV�GH�SDWRORJLD�GD�FLGDGH�GH�3RUWR�$OHJUH�

&RP�R�REMHWLYR�GH�HQYROYHU�WRGRV�RV�VHUYL©RV�GH�DSRLR�DR�GLDJQµVWLFR�GD�FLGDGH�GH�3RUWR�$OHJUH��&�&DQ�

RUJDQL]D�XPD�SODWDIRUPD�GH�UHYLV¥R�H�FRQWULEXL©¥R�GRV�PDWHULDLV�LQLFLDOPHQWH�HODERUDGRV��QD�TXDO�WRGRV�RV�

SURȴVVLRQDLV�GH�VD¼GH�UHODFLRQDGRV�V¥R�FRQYLGDGRV�D�SDUWLFLSDU�H�D�LQWHJUDU�D�UHGH�GH�FRODERUD©¥R��$SµV�REWHU�

D�YHUV¥R�DFRUGDGD�HP�Q¯YHO�GH�FLGDGH��TXH�LQFOXL�DV�HWDSDV�GR�FRQYLWH�D�WRGRV�RV�SURȴVVLRQDLV�SDUD�UHYLVDUHP�

e enviarem suas sugestões e uma reunião para a devolutiva e validação, os documentos ainda passam por 

UHYLV·HV�LQWHUQDFLRQDLV�UHDOL]DGDV�SHORV�SDUFHLURV�JOREDLV�GR�&�&DQ��YLVDQGR�REWHU�DV�PHOKRUHV�SU£WLFDV�

DGDSWDGDV�¢�UHDOLGDGH�ORFDO��3RU�ȴP��RV�GRFXPHQWRV�V¥R�DSURYDGRV�SHOR�&RPLW¬�([HFXWLYR�TXH�DSRLD�VXD�

implementação bem como os desdobramentos da iniciativa. 

Os desdobramentos dessa iniciativa visam fortalecer a rede de colaboração dos serviços de apoio ao 

GLDJQµVWLFR�GR�F¤QFHU�H��D�SDUWLU�GH�SDUFHULDV�PXOWLVVHWRULDLV��RIHUHFHU�FDSDFLWD©·HV�H�RȴFLQDV�SDUD�JDUDQWLU�

D�LPSOHPHQWD©¥R�GRV�SURFHVVRV�GH�TXDOLGDGH��DSRLDQGR�RV�ODERUDWµULRV�GD�FLGDGH�D�DWHQGHUHP�¢V�QRUPDV�

YLJHQWHV�H�PHOKRUDQGR�R�FRQWUROH�GRV�FDVRV�GH�F¤QFHU�HP�3RUWR�$OHJUH�
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SOBRE O MANUAL:
2�6LVWHPD�GH�*HVW¥R�GD�4XDOLGDGH��6*4��«�R�FRQMXQWR�GH�SURFHVVRV�FRP�R�SURSµVLWR�GH�HVWDEHOHFHU��FRQWURODU��

implementar e gerenciar as ações voltadas para o controle, a garantia e a melhoria contínua da qualidade 

QR�ODERUDWµULR��2�GHVHQYROYLPHQWR�GH�XP�6*4�LQLFLD�FRP�R�SODQHMDPHQWR�GD�TXDOLGDGH�GD�LQVWLWXL©¥R�

GHȴQLGR�D�SDUWLU�GD�PLVV¥R�GR�ODERUDWµULR��FRP�IRFR�QRV�FOLHQWHV�H�VHUYL©RV��$�VHJXQGD�HWDSD�FRQVLVWH�QR�

GHVHQYROYLPHQWR�GD�FXOWXUD�GD�TXDOLGDGH��D�SDUWLU�GD�SDGURQL]D©¥R�H�PDQXWHQ©¥R�GRV�SURFHVVRV�SODQHMDGRV�

HQYROYHQGR�RV�FRODERUDGRUHV�GR�ODERUDWµULR��3RU�ȴP��D�DSOLFD©¥R�GH�PHOKRULD�FRQVWDQWH�GD�TXDOLGDGH��YLVDQGR�

o aprimoramento dos processos 1,2.

2�REMHWLYR�SULQFLSDO�GHVWH�GRFXPHQWR�«�QRUWHDU�RV�ODERUDWµULRV�SDUD�D�FRQVWUX©¥R�GH�XP�0DQXDO�GD�4XDOLGDGH�

FRQIRUPH�D�OHJLVOD©¥R�VDQLW£ULD�H[LVWHQWH�H�DV�5HVROX©·HV�GR�&RQVHOKR�)HGHUDO�GH�0HGLFLQD��&)0���XWLOL]DQGR�

como fonte principal as orientações do Programa de Acreditação e Controle da Qualidade da Sociedade 

%UDVLOHLUD�GH�3DWRORJLD�Ȃ�3$&4�
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Lista de Abreviaturas

ANVISA: $J¬QFLD�1DFLRQDO�GH�9LJLO¤QFLD�6DQLW£ULD

CFM: Conselho Federal de Medicina

CRM:�&RQVHOKR�5HJLRQDO�GH�0HGLFLQD

CIQ:�&RQWUROH�ΖQWHUQR�GH�4XDOLGDGH

CEQ: Controle Externo de Qualidade

EPI:�(TXLSDPHQWR�GH�3URWH©¥R�ΖQGLYLGXDO

INCA:�ΖQVWLWXWR�1DFLRQDO�GR�&¤QFHU�-RV«�GH�$OHQFDU�*RPHV�GD�6LOYD

LIS: Laboratory Information System

LGPD: /HL�*HUDO�GH�3URWH©¥R�GH�'DGRV

PACQ: 3URJUDPD�GH�$FUHGLWD©¥R�H�&RQWUROH�GD�4XDOLGDGH��6RFLHGDGH�%UDVLOHLUD�GH�3DWRORJLD�

PCMSO:�3URJUDPD�GH�&RQWUROH�0«GLFR�GH�6D¼GH�2FXSDFLRQDO

PPRA: 3URJUDPD�GH�3UHYHQ©¥R�GH�5LVFRV�$PELHQWDLV

PSI:�3RO¯WLFDV�GH�6HJXUDQ©D�GD�ΖQIRUPD©¥R

SGQ:��6LVWHPD�GH�*HVW¥R�GD�4XDOLGDGH

SIL: 6LVWHPD�GH�ΖQIRUPD©¥R�/DERUDWRULDO

TCLE: 7HUPR�GH�&RQVHQWLPHQWR�/LYUH�H�(VFODUHFLGR
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Primeiros Passos 

2�0DQXDO�GD�4XDOLGDGH�«�XP�GRFXPHQWR�W«FQLFR�TXH�GHVFUHYH�R�6LVWHPD�GD�4XDOLGDGH�GH�XP�ODER�

UDWµULR��HVSHFLȴFDQGR�D�SRO¯WLFD��GLUHWUL]HV��DWULEXL©·HV��UHVSRQVDELOLGDGHV�H�SURFHGLPHQWRV�DGRWDGRV�SDUD�

a execução dos processos3���6XJHUH�VH�XPD�UHYLV¥R�D�FDGD�GRLV�DQRV�QR�PDQXDO�GD�TXDOLGDGH�GR�ODER�

UDWµULR�GH�DQDWRPLD�SDWROµJLFD��� 

 

7RGR�ODERUDWµULR�GHYH�HODERUDU�VHX�SUµSULR�PDQXDO�LQWHUQR�GHVFUHYHQGR�DV�GLUHWUL]HV�E£VLFDV�GR�6LVWHPD�

GD�4XDOLGDGH�H�RV�VHXV�REMHWLYRV�GHQWUR�GD�RUJDQL]D©¥R��FRPR�VHU¥R�FRQGX]LGRV�RV�DVSHFWRV�GD�TXDO�

idade adotados pelo serviço e quais os documentos e subsistemas principais de cada setor. O manual 

LQWHUQR�GHYH�FRQWHU��QR�P¯QLPR��RV�VHJXLQWHV�LWHQV�

1. 3ULQF¯SLR��LQWURGX©¥R�RX�GHȴQL©¥R�GR�VLVWHPD�GD�TXDOLGDGH�GHQWUR�GD�RUJDQL]D©¥R�

2. 3HUȴO�LQVWLWXFLRQDO�Ȃ�SRU�H[HPSOR��WLSR�GH�VHUYL©R��ODERUDWµULR�H[FOXVLYR�GH�SDWRORJLD��FRP�RX�

VHP�FLWRSDWRORJLD��LPXQR�KLVWRTX¯PLFD��SDWRORJLD�PROHFXODU��VH�VH�WUDWD�GH�£UHD�GH�SDWRORJLD�HP�

ODERUDWµULR�GH�SDWRORJLD�FO¯QLFD��HWF����VH�H[FOXVLYDPHQWH�SULYDGR�RX�VH�DWHQGH�RV�VLVWHPDV�S¼EOLFRV�

RX�VH�H[FOXVLYDPHQWH�S¼EOLFR��SRUFHQWDJHP�P«GLD�GH�H[DPHV�PHQVDLV�WRWDLV�H�GH�DFRUGR�FRP�R�

tipo de exame, e assim por diante;

3. (VWUXWXUD�RX�KLHUDUTXLD�RUJDQL]DFLRQDO�Ȃ�RUJDQRJUDPD�GH�IXQ©·HV�GHWDOKDGR�

4. (VFRSR�RX�DEUDQJ¬QFLD�GR�PDQXDO�Ȃ�«�LGHDO�TXH�WRGDV�DV�£UHDV�GR�ODERUDWµULR�HVWHMDP�GHQWUR�GR�

HVFRSR�GR�PDQXDO��HQWUHWDQWR��HP�VHUYL©RV�PLVWRV�RX�HP�KRVSLWDLV��DOJXPDV�£UHDV�SRGHP�Q¥R�

ID]HU�SDUWH�GR�PDQXDO�H�VHUHP�JRYHUQDGDV�SHOD�LQVWLWXL©¥R�TXH�DEULJD�R�ODERUDWµULR�

��� Política da Qualidade;

6. 5HVSRQVDELOLGDGHV�GD�'LUH©¥R�

7. Missão, visão e valores;

��� &RPXQLFD©¥R�ΖQWHUQD�H�([WHUQD�

��� (VWUXWXUD�GRV�GRFXPHQWRV�Ȃ�KLHUDUTXLD�GH�GRFXPHQWRV��SRU�H[HPSOR��0DQXDLV��3DQRV�GH�*HVW¥R�

6HWRULDO��H[���3ODQR�GH�*HUHQFLDPHQWR�GH�5HFXUVRV�+XPDQRV���3URFHGLPHQWRV�2SHUDFLRQDLV�

3DGU¥R��5HJLVWURV��H[���UHJLVWURV�GH�Q¥R�FRQIRUPLGDGHV��DFLGHQWHV�GH�WUDEDOKR���SODQLOKDV�

�WHPSHUDWXUDV��WURFDV�GH�UHDJHQWHV��HWF���

10. $WHQGLPHQWR�DR�FOLHQWH��SRO¯WLFD�GH�DWHQGLPHQWR�DR�FOLHQWH��JDUDQWLD�GD�VHJXUDQ©D�GR�SDFLHQWH��

UDVWUHDELOLGDGH�GD�DPRVWUD��D©·HV�TXH�JDUDQWDP�TXH�D�LQVWLWXL©¥R�WHP�R�IRFR�QR�SDFLHQWH��DWUDY«V�

dos olhos do paciente, como, por exemplo, controle do tempo de liberação de laudos e exames 

atrasados;

11. 3ODQR�GH�FRQWUROH�GH�DPRVWUDV��FRPR�FRQWURODU�D�HQWUDGD�H�VD¯GD�GH�DPRVWUDV��LGHQWLȴFD©¥R�

conferência, rastreabilidade;

12. 3ODQRV�GH�JHVW¥R��JHVW¥R�GH�UHFXUVRV�KXPDQRV��ELRVVHJXUDQ©D��PDQXWHQ©¥R�GH�HTXLSDPHQWRV��

JHVW¥R�GH�HVWRTXH�LQVXPRV��VHOH©¥R�H�DYDOLD©¥R�GH�IRUQHFHGRUHV��FRQWUROH�GRV�SURFHVVRV�

ODERUDWRULDLV��JHVW¥R�GH�FRQWUDWRV�FRP�FOLHQWHV�H�RSHUDGRUHV��HVSHFLȴFDU�TXDLV�V¥R�RV�FRQWUDWRV�

DWXDLV��TXDLV�RV�FULW«ULRV�GH�DFHLWD©¥R�GH�QRYRV�FRQWUDWRV�FRP�RSHUDGRUDV�RX�FOLHQWHV��HWF����

reclamações; controles de auditorias internas e externas e respectivas ações corretivas e 

SUHYHQWLYDV��JHVW¥R�GH�LQIRUP£WLFD��DTXLVL©¥R�H�DWXDOL]D©¥R�GH�VRIWZDUHV��HTXLSDPHQWRV��UHOD©¥R�
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FRP�IRUQHFHGRUHV�H[WHUQRV���JHVW¥R�GH�LQIRUPD©·HV��GDGRV�GRV�SDFLHQWHV��FRQWUROHV�HVWDW¯VWLFRV��

LQGLFDGRUHV�SULQFLSDLV�JOREDLV��VHWRULDLV�H�LQGLYLGXDLV��

13. �WLFD��PDQXDO�GH�FRQGXWD�TXH�FRQWHPSOD��SRU�H[HPSOR��XVR�GH�DGRUQRV��FRPSRUWDPHQWRV�

inadequados nas dependências da instituição, como atender o cliente, como tratar os colegas e 

se houver casos que necessitem ser denunciados em relação ao comportamento de colegas e da 

instituição; sigilo em relação aos dados do paciente e aos dados da instituição, inclusive proibição 

de revelar processos ou produtos de inovação da instituição;

14. 3ODQHMDPHQWR�HVWUDW«JLFR��GHVHQKR�H�DWXDOL]D©¥R�GR�SODQHMDPHQWR�HVWUDW«JLFR��RX�FRQMXQWR�

GH�D©·HV�H�P«WULFDV��GD�LQVWLWXL©¥R�SDUD�FXPSULU�VXD�0LVV¥R�H�DOFDQ©DU�D�VXD�9LV¥R�QR�SUD]R�

GHWHUPLQDGR��UHVSHLWDQGR�RV�VHXV�9DORUHV��'HYH�VHU�UHYLVWR�SHULRGLFDPHQWH�SDUD�JDUDQWLU�D�

sustentabilidade da instituição. 

A seguir serão descritos os itens mínimos que devem compor o manual da qualidade, conforme o PACQ.

OBJETIVOS DO SISTEMA DE QUALIDADE NAS INSTITUIÇÕES
'HVFUHYHU�RV�REMHWLYRV�GR�6LVWHPD�GH�4XDOLGDGH�GH�IRUPD�JHUDO��2�REMHWLYR�«�R�TXH�«�EXVFDGR�RX�DOPHMDGR�

relativo à qualidade. Os objetivos da qualidade são geralmente baseados na política da qualidade do 

ODERUDWµULR�H�HVSHFLȴFDGRV�SDUD�DV�IXQ©·HV�H�Q¯YHLV�UHOHYDQWHV�QR�PHVPR3.

POLÍTICA DA QUALIDADE
'HȴQLGD�SHOD�'LUH©¥R�GR�ODERUDWµULR��D�3RO¯WLFD�GD�4XDOLGDGH�GHYH�HVWDEHOHFHU�DV�LQWHQ©·HV�H�GLUHWUL]HV�JHUDLV�

do mesmo, fornecendo uma estrutura para estabelecer os objetivos da qualidade3.

$�3RO¯WLFD�GD�4XDOLGDGH�GHYH�WHU�IRFR�HP�ERDV�SU£WLFDV�GH�ODERUDWµULR��QR�DWHQGLPHQWR�¢�1RUPD�H�QD�PHOKRULD�

contínua����. É importante que os colaboradores tenham entendimento da política da instituição e que a mesma 

seja revisada periodicamente.

COMUNICAÇÃO INTERNA E EXTERNA
'HVFUHYHU�DV�SRO¯WLFDV�GH�FRPXQLFD©¥R�LQWHUQD��HQWUH�FRODERUDGRUHV�GR�ODERUDWµULR��H�HQWUH�R�ODERUDWµULR�H�

FOLHQWHV��SDFLHQWHV��P«GLFRV�RX�IRUQHFHGRUHV�

MISSÃO, VISÃO E VALORES
0LVV¥R��YLV¥R�H�YDORUHV�V¥R�RV�SULQF¯SLRV�RUJDQL]DFLRQDLV��RX�VHMD��D�LGHQWLGDGH�RUJDQL]DFLRQDO�GH�XPD�HPSUHVD��

O estabelecimento da missão, visão e valores de uma empresa representa um aspecto diretivo importante e 

HVWDEHOHFH�XPD�UHOD©¥R�GH�OLGHUDQ©D�FRPSDUWLOKDGD�FRP�RV�FRODERUDGRUHV��$EDL[R�DV�GHȴQL©·HV�SDUD�PLVV¥R��

visão e valores6�

Missão��«�XPD�GHȴQL©¥R�FRQFLVD�GR�SURSµVLWR�SULQFLSDO�H�GDV�UHVSRQVDELOLGDGHV�GD�HPSUHVD�FRP�VHXV�FOLHQWHV���

$�LQVWLWXL©¥R�GHYH�VHJXLU�XPD�OLQKD�GH�SULQF¯SLRV�LPSUHVFLQG¯YHLV�¢�VXD�DWLYLGDGH��SRU�H[HPSOR��«WLFD��TXDOLGDGH��

transparência, entre outros.

([��Ȋ&ULDU�H�GHVHQYROYHU�D©·HV�GH�HGXFD©¥R�HP�VD¼GH�TXH�DWHQGDP�DV�QHFHVVLGDGHV�GD�SRSXOD©¥R�H�SURȴVVLRQDLV�

do setor, contribuindo para a promoção do bem-estar, da cidadania e da qualidade de vida e da preservação do 

meio ambiente.” (Missão da Saúde Brasil – http://www.saudebrasilnet.com.br/missao-valores).
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Visão:�«�D�GHVFUL©¥R�GR�IXWXUR�GHVHMDGR�SHOD�HPSUHVD��GHYH�UHȵHWLU�R�DOYR�D�VHU�DOFDQ©DGR�DWUDY«V�GH�FDGD�

FRODERUDGRU�LQGLYLGXDOPHQWH�H�'LUH©¥R�MXQWR�GD�DORFD©¥R�GH�UHFXUVRV��$�YLV¥R�GHYH�FRQWHU�D�DVSLUD©¥R�GH�

WRUQDU�VH�ȊDOJRȋ�H�D�LQVSLUD©¥R��R�SRUTX¬�GHVVH�DOYR��GHYH�PHUHFHU�H�YDOHU�D�SHQD�VHU�FRQFUHWL]DGR����DWUDY«V�GD�

YLV¥R�TXH�VH�GHȴQHP�RV�REMHWLYRV��PHWDV�H�P«WULFDV�SDUD�VH�DWLQJLU�H�PRQLWRUDU�R�VXFHVVR�GD�HPSUHVD��(PERUD�

UHȵLWD�R�TXH�D�HPSUHVD�TXHU�VHU�HP�XP�ORQJR�SHU¯RGR�GH�WHPSR��SRGH�VHU�UHYLVLWDGD�GH�DFRUGR�FRP�R�TXH�

IRL�DWLQJLGR�DR�ORQJR�GR�WHPSR��H�UHQRYDGD�FRQIRUPH�RV�QRYRV�FHQ£ULRV�TXH�VH�DSUHVHQWDP��8PD�GLFD�SDUD�

LQVSLUDU��D�YLV¥R�GHYH�GHPRQVWUDU�FRPR�R�PXQGR�YDL�VHU�GLIHUHQWH�SRUTXH�D�VXD�HPSUHVD�ID]�SDUWH�GHOH��6��

'H-RQJ�Ȃ�+RXVH�RI�:KR��

Ex: “Ser reconhecido como referência na difusão de informações e orientações sobre saúde e também sobre 

conscientização ambiental e cidadania.” (Visão da Saúde Brasil – http://www.saudebrasilnet.com.br/missao-

valores).

Valores: V¥R�RV�SULQF¯SLRV�RX�FUHQ©DV�TXH�GHYHP�VHU�VHJXLGRV�SHOD�LQVWLWXL©¥R��GHȴQHP�DV�UHJUDV�E£VLFDV�TXH�

QRUWHLDP�RV�FRPSRUWDPHQWRV�H�DWLWXGHV�GRV�FRODERUDGRUHV��6¥R�UHIHU¬QFLDV�GH�FULW«ULRV�FRPSRUWDPHQWDLV��

atitudes e decisões de todas as pessoas da instituição que, no exercício das suas responsabilidades, estejam 

executando a missão na busca da visão da mesma.

([���Ȋ&RQGXWD�«WLFD��FLHQW¯ȴFD�H�HGXFDWLYD�HP�VXDV�D©·HVȋ�

Compreensão da saúde de forma global, respeitando o indivíduo, o meio ambiente e a coletividade. 

“Comunicação socialmente responsável, inclusive, de acordo com os critérios da legislação e normas da área.” 

(Valores da Saúde Brasil – KWWS���ZZZ�VDXGHEUDVLOQHW�FRP�EU�PLVVDR�YDORUHV).

 
PERFIL INSTITUCIONAL
2�SHUȴO�LQVWLWXFLRQDO�SRGH�VHU�HVFULWR�FRP�XP�SDU£JUDIR�GH�DSUHVHQWD©¥R�MXU¯GLFD�GD�HPSUHVD�FRP�QRPH�

IDQWDVLD��UD]¥R�VRFLDO��&13-��HQGHUH©R�V���QRPHV�GR�V��SURSULHW£ULR�V��RX�VµFLRV�EHP�FRPR�VXDV�IRUPD©·HV�

SURȴVVLRQDLV��QRPH��UHJLVWUR�QR�&RQVHOKR�5HJLRQDO�GH�0HGLFLQD�H�GHPDLV�GDGRV�GH�LGHQWLȴFD©¥R�GR�

UHVSRQV£YHO�W«FQLFR�

8P�EUHYH�KLVWµULFR�GR�ODERUDWµULR��GDWD�GH�LQ¯FLR�GDV�DWLYLGDGHV��SULQFLSDO�£UHD�GH�DWXD©¥R�QD�SDWRORJLD�

H�SDUWLFXODULGDGHV�TXH�D�HTXLSH�DFUHGLWH�TXH�VHMDP�UHOHYDQWHV�SDUD�FDUDFWHUL]DU�R�ODERUDWµULR��&DVR�VHMD�

DSOLF£YHO��PHQFLRQDU�FHUWLȴFD©·HV�GH�TXDOLGDGH��SDUWLFLSD©¥R�HP�HQVDLR�GH�SURȴFL¬QFLD��DQR�LQLFLDO��H�D�

TXDOLȴFD©¥R�GRV�SURȴVVLRQDLV�GH�Q¯YHO�VXSHULRU��6H�RIHUHFHU�VHUYL©RV�GH�UHVLG¬QFLD��HQVLQR�H�SHVTXLVD��

descrever estas atividades.

'HVFUHYHU�RV�H[DPHV�RIHUHFLGRV�TXH�V¥R�UHDOL]DGRV�ORFDOPHQWH�H�RV�H[DPHV�TXH�V¥R�HQYLDGRV�SDUD�

ODERUDWµULRV�SDUFHLURV��RX�DSHQDV�FLWDU�D�/LVWD�0HVWUD�GH�([DPHV�GR�/DERUDWµULR��$�OLVWD�PHVWUD�GH�H[DPHV�

UHDOL]DGRV�SHOR�ODERUDWµULR�GH�DFRUGR�FRP�R�ORFDO�GH�H[HFX©¥R��SDUD�H[DPHV�HQYLDGRV�D�/DERUDWµULRV�GH�$SRLR��

«�XP�GRFXPHQWR�GD�TXDOLGDGH�TXH�IRUQHFH�WUDQVSDU¬QFLD�DR�ODERUDWµULR�HP�FDVR�GH�DXGLWRULDV�H[WHUQDV�

�µUJ¥RV�FHUWLȴFDGRUHV��RSHUDGRUDV�GH�VD¼GH�H�µUJ¥RV�UHJXODWµULRV����(VVH�GRFXPHQWR�SRGH�VHU�JHUDGR�D�SDUWLU�

GR�6LVWHPD�GH�ΖQIRUPD©¥R�/DERUDWRULDO��6Ζ/��RX�/Ζ6��GR�LQJO¬V�/DERUDWRU\�ΖQIRUPDWLRQ�6\VWHP��RX�PDQXDOPHQWH�
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ESTRUTURA ORGANIZACIONAL HIERARQUIZADA
$SUHVHQWDU�R�RUJDQRJUDPD�GR�ODERUDWµULR�FRP�UDVWUHDELOLGDGH�GH�YHUV¥R��GDWD�H�SURȴVVLRQDLV�HQYROYLGRV�QDV�

HWDSDV�GH�HODERUD©¥R��UHYLV¥R�H�DSURYD©¥R�RX�HQWUDGD�HP�YLJRU�GR�GRFXPHQWR��1HVWH�LWHP�VXJHUH�VH�FLWDU�R�

GRFXPHQWR�'HVFUL©¥R�GH�&DUJRV�H�5HVSRQVDELOLGDGHV��GRFXPHQWR�GR�6*4�TXH�GHVFUHYH�RV�FDUJRV�RFXSDGRV�

QR�ODERUDWµULR�H�VXDV�DWULEXL©·HV�

DEFINIÇÃO DAS RESPONSABILIDADES DA DIREÇÃO
1. 'HȴQLU�DV�UHVSRQVDELOLGDGHV�GD�'LUH©¥R�QR�ODERUDWµULR��FLWDU�DV�DWLYLGDGHV�JHUHQFLDLV��MXQWR�GD�

JHVW¥R�GD�TXDOLGDGH�H��VH�KRXYHU��DWLYLGDGHV�QD�£UHD�SU«�DQDO¯WLFD��£UHD�DQDO¯WLFD�RX�SµV�DQDO¯WLFD�

GR�SURFHVVR�GR�ODERUDWµULR��&DVR�D�GLUH©¥R�VHMD�FRPSDUWLOKDGD��GHVFUHYHU�DV�UHVSRQVDELOLGDGHV�

GH�FDGD�PHPEUR�GD�PHVPD��ΖQFOXLU�TXDLV�DV�D©·HV�D�VHUHP�WRPDGDV�VH�KRXYHU�PXGDQ©D�GH�

'LUH©¥R�SDUD�TXH�D�TXDOLGDGH�VHMD�JDUDQWLGD�H��HP�FDVR�GH�FHVV¥R�GDV�DWLYLGDGHV�GR�ODERUDWµULR��

JDUDQWLU�D�GLVSRQLELOL]D©¥R�SRVWHULRU�GH�GRFXPHQWRV��EORFRV��O¤PLQDV��WHFLGRV�H�GHPDLV�LWHQV�

SHUWHQFHQWHV�DR�SDFLHQWH��FDVR�VROLFLWDGRV��6H�R�ODERUDWµULR�RIHUHFHU�UHVLG¬QFLD�P«GLFD��HVW£JLR��

FXUVRV�SDUD�WHUFHLURV��D�'LUH©¥R�GHYH�JDUDQWLU�TXH�WRGRV�RV�TXH�ID]HP�SDUWH�GHVWHV�SURJUDPDV�

VHMDP�LOXVWUDGRV��UHVSHLWHP�H��VHPSUH�TXH�DSOLF£YHO��FRPR�UHVLGHQWHV�H�HVWDJL£ULRV��ID©DP�SDUWH�GR�

sistema de qualidade.
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Mapeando os processos

FLUXOS GERAIS
�2�/DERUDWµULR�GH�3DWRORJLD�WHP�VHX�SURFHVVR�GLYLGLGR�HP�WU¬V�IDVHV��SU«�DQDO¯WLFD��DQDO¯WLFD�H�SµV�DQDO¯WLFD��

FDGD�IDVH�«�FRQVWLWX¯GD�GH�GLIHUHQWHV�SURFHGLPHQWRV�FRQIRUPH�R�ȵX[RJUDPD�DEDL[R7�

• &ROHWD�GR�HVS«FLPH

• )L[D©¥R�GR�HVS«FLPH

• Preenchimento da 
requisição

• 7UDQVSRUWH�DR�
ODERUDWµULR

• 5HFHS©¥R

• (VS«FLPHV�FLU¼UJLFDV�
�PDFURVFRSLD��
processamento, 
LQFOXV¥R�HP�SDUDȴQD��
FRUWH�HP�PLFUµWRPR�H�
FRORUD©¥R�

• (VS«FLPHV�SDUD�
DQ£OLVH�FLWROµJLFD�
�SURFHVVDPHQWR�H�
FRORUD©¥R�

• 5HYLV¥R�GH�O¤PLQDV�H�
laudos

• Arquivamento de 
EORFRV��O¤PLQDV�H�
tecidos

• Arquivamento dos 
dados do paciente e 
laudo 

)D
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)LJXUD����0RGLȴFDGD�GH�*XLGH�IRU�HVWDEOLVKLQJ�D�3DWKRORJ\�/DERUDWRU\�LQ�FRQWH[W�RI�FDQFHU�FRQWURO7 

�)RQWH��&('$3���&HQWUR�GH�'LDJQµVWLFR�$Q£WRPR�3DWROµJLFR��0DQXDO�GD�4XDOLGDGH���UHYLV¥R�����-RLQYLOOH��6&�����S��������

$�HODERUD©¥R�GH�XP�PDFURȵX[R�GH�SURFHVVRV�FRPSOHWR�SHUPLWH�HVWDEHOHFHU�SRQWRV�GH�FRQWUROH��

UDVWUHDELOLGDGH�GDV�DPRVWUDV�H�GHȴQL©·HV�GH�LQGLFDGRUHV�GH�GHVHPSHQKR��$O«P�GDV�IDVHV�SU«�DQDO¯WLFD��

DQDO¯WLFD�H�SµV�DQDO¯WLFD��R�PDFURIX[R�GR�ODERUDWµULR�GHYH�LQFOXLU�DV�VXDV�£UHDV�GH�DSRLR��FRPR�DGPLQLVWUD©¥R��

VHWRU�MXU¯GLFR��VHWRU�GD�TXDOLGDGH��FRQWUROH�GH�FRPSUDV�H�HVWRTXH��ELRVVHJXUDQ©D��LQIRUP£WLFD�H�GHPDLV�VHWRUHV�

TXH�SRVVDP�FRPSOHPHQWDU�DV�DWLYLGDGHV�GR�ODERUDWµULR��VHMDP�HOHV�GHQWUR�GD�LQVWLWXL©¥R�RX�H[WHUQRV��([HPSOR�

GH�0DFURȵX[R�GH�/DERUDWµULR�GH�3DWRORJLD
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FASE PRÉ-ANALÍTICA
$�DFXU£FLD�GR�UHVXOWDGR�GHSHQGH�GD�FROHWD�DGHTXDGD�GD�DPRVWUD��XPD�FROHWD�LQDGHTXDGD�SRGH�SUHMXGLFDU�R�

resultado do exame.

1HVWD�VH©¥R�GR�PDQXDO��VXJHUH�VH�FLWDU�RV�GRFXPHQWRV�TXH�R�ODERUDWµULR�XWLOL]D�SDUD�SDGURQL]D©¥R�GRV�

SURFHGLPHQWRV�GHVGH�D�VHOH©¥R�H�SUHSDUR�GRV�IUDVFRV�FRP�DV�VROX©·HV�ȴ[DGRUDV��RV�IUDVFRV�IRUQHFLGRV�SHOR�

ODERUDWµULR�FRP�ȴ[DGRU�GHYHP�VHU�HWLTXHWDGRV�FRP�V¯PEROR�GH�SHULJR�TX¯PLFR��ORWH�GH�IDEULFD©¥R��PHVPR�

se in house��H�GDWD�GH�YDOLGDGH��DQWHV�GH�VHUHP�GLVWULEX¯GRV��H�O¤PLQDV��LGHQWLȴFD©¥R�H�FROHWD�GD�DPRVWUD��

WUDQVSRUWH�H�HQYLR�GR�PDWHULDO�SDUD�D�£UHD�W«FQLFD�RX�HQYLR�DR�ODERUDWµULR�GH�DSRLR�
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2�ORFDO�GD�FROHWD�GRV�HVS«FLPHV�GHSHQGH�GD�FRPSOH[LGDGH�GR�SURFHGLPHQWR��$�FROHWD�TXDQGR�UHDOL]DGD�QDV�

GHSHQG¬QFLDV�GR�ODERUDWµULR�«�XP�SURFHGLPHQWR�TXH�SRGH�VHU�FRQWURODGR�SHOR�PHVPR��D©·HV�SUHYHQWLYDV�

V¥R�PDLV�IDFLOPHQWH�LPSODQWDGDV�H�HIHWLYDV��(VS«FLPHV�FROHWDGRV�SHOR�P«GLFR�DVVLVWHQWH�QRV�KRVSLWDLV��

FO¯QLFDV��VHUYL©RV�GH�LPDJHP�H�FRQVXOWµULRV�LQLFLDP�R�SURFHVVR�SU«�DQDO¯WLFR�H[WHUQR�DR�ODERUDWµULR��VHQGR�

TXH�D�FRQIHU¬QFLD�GD�UHTXLVL©¥R��GD�GRFXPHQWD©¥R�H�GRV�IUDVFRV�V¥R�D©·HV�SU«�DQDO¯WLFDV�LQWHUQDV�GR�

ODERUDWµULR��$�WULDJHP�GHYH�VHU�UHDOL]DGD�TXDQWR�DR�SUHHQFKLPHQWR�GDV�LQIRUPD©·HV�H�FRQIHU¬QFLD�GRV�GDGRV�

LQIRUPDGRV��YLVDQGR�DYDOLDU�D�FRQVLVW¬QFLD�HQWUH�PDWHULDO�H�GRFXPHQWD©¥R��$�LGHQWLȴFD©¥R�GH�RFRUU¬QFLDV�RX�

Q¥R�FRQIRUPLGDGHV�«�IUHTXHQWH�QHVVD�HWDSD�GR�SURFHVVR��R�TXH�SRGH�FRPSURPHWHU�D�TXDOLGDGH�GR�H[DPH��

&DGD�ODERUDWµULR�GHYH�WHU�GHȴQLGR�RV�VHXV�FULW«ULRV�GH�UHMHL©¥R�H�DFHLWD©¥R�GH�DPRVWUDV��TXH�GHYHP�FRQVWDU�

FODUDPHQWH�QR�0DQXDO�GH�&ROHWD�H�$FRQGLFLRQDPHQWR�GH�$PRVWUDV�FRP�D�ȴQDOLGDGH�GH�RULHQWDU�H�PLQLPL]DU�

erros na coleta, como descrito abaixo.

$�DSOLFD©¥R�RX�H[LJ¬QFLD��QR�FDVR�GH�DPRVWUDV�SUHYLDPHQWH�FROHWDGDV��GR�7HUPR�GH�&RQVHQWLPHQWR�/LYUH�H�

(VFODUHFLGR��7&/(��SHORV�SDFLHQWHV��IDPLOLDUHV�RX�UHVSRQV£YHLV�OHJDLV�GHYH�VHU�UHDOL]DGD�.

2�/DERUDWµULR�GHYH�GLVSRQLELOL]DU�XP�0DQXDO�GH�&ROHWD�SDUD�RULHQWDU�VHXV�FRODERUDGRUHV�H�SDUFHLURV�TXDQWR�

DRV�SURFHGLPHQWRV�SDGURQL]DGRV�SDUD�����

• Solicitação de exames*;

• $SOLFD©¥R�GR�7&/(��GLVSRQLELOL]DU�R�GRFXPHQWR�HP�PHLR�I¯VLFR�RX�HOHWU¶QLFR��

• 7UDQVSRUWH�GH�PDWHULDLV�ELROµJLFRV�

• ΖGHQWLȴFD©¥R�GRV�IUDVFRV�

• Acondicionamento do material;

• Preservação e estabilidade da amostra;

• 2ULHQWD©¥R�GH�FROHWD�GH�DFRUGR�FRP�PDWHULDO�H�H[DPH��GHVFUHYHQGR�FULW«ULRV�GH�UHMHL©¥R�H�DFHLWD©¥R�GD�

amostra.

ΔWHQV�P¯QLPRV�GD�UHTXLVL©¥R��1RPH�GR�SDFLHQWH��ΔGDGH��'DWD�GH�QDVFLPHQWR��*¬QHUR��1RPH�GD�P¥H��'RFXPHQWR�GH�LGHQWLȴFD©¥R�3URQWX£ULR��0DWHULDO�

a examinar; Tipo de exame solicitado; Hipótese diagnóstica clínica; Dados de exames complementares; Data da coleta; Hora da coleta; Nome do médico 

VROLFLWDQWH�H�&50��1¼PHUR�GH�IUDVFRV��LGHQWLȴFD©¥R�GRV�IUDVFRV�

FASE ANALÍTICA
�$�IDVH�DQDO¯WLFD�FRPSUHHQGH�WRGRV�RV�SURFHVVRV�H�SURFHGLPHQWRV�TXH�ID]HP�SDUWH�GD�DQ£OLVH�GD�DPRVWUD��1D�

KLVWRSDWRORJLD��HVWD�IDVH�LQLFLD�VH�FRP�D�PDFURVFRSLD�GDV�SH©DV�UHFHELGDV��VHXV�SURFHGLPHQWRV�GH�FOLYDJHP��

LQFOXV¥R��FRUWH��SUHSDUR�GH�O¤PLQDV��PLFURVFRSLD�H�FRQIHF©¥R�GR�ODXGR��(P�FLWRSDWRORJLD��ID]HP�SDUWH�GD�IDVH�

DQDO¯WLFD�WRGRV�RV�SURFHVVRV�H�SURFHGLPHQWRV�OLJDGRV�¢�FRORUD©¥R�GDV�DPRVWUDV��SUHSDUR�GH�O¤PLQDV��WULDJHP�

SRU�FLWRW«FQLFRV�H�UHYLV·HV�SRU�SDWRORJLVWDV��TXDQGR�DSOLF£YHO��H�FRQIHF©¥R�GR�ODXGR��(P�LPXQR�KLVWRTX¯PLFD��

HVWD�IDVH�LQLFLD�VH�FRP�D�DYDOLD©¥R�GD�DPRVWUD�SDUD�GHFLV¥R�GH�TXDLV�DQWLFRUSRV�VHU¥R�XWLOL]DGRV�QDV�UHD©·HV��

SURFHGLPHQWRV�H�SURFHVVRV�GH�UHD©¥R��PLFURVFRSLD�H�FRQIHF©¥R�GR�ODXGR��(P�LPXQRȵXRUHVF¬QFLD��D�IDVH�

DQDO¯WLFD�FRPH©D�TXDQGR�VH�LQLFLDP�RV�FRUWHV�HP�HTXLSDPHQWR�SUµSULR�SDUD�FRUWHV�HP�DPRVWUD�FRQJHODGD��

1D�SDWRORJLD�PROHFXODU��HVWD�IDVH�LQLFLD�VH�FRP�DYDOLD©¥R�GD�DPRVWUD��VHOH©·HV�GH�TXDLV�£UHDV�VHU¥R�WHVWDGDV��

TXDQGR�QHFHVV£ULR��H�TXDLV�WHVWHV�VHU¥R�DSOLFDGRV��DO«P�GRV�SURFHGLPHQWRV�H�SURFHVVRV�GH�UHD©¥R��DQ£OLVH�GD�

reação e confecção do laudo11.

2�PDFURȵX[R�GD�IDVH�DQDO¯WLFD�GHYH�LQFOXLU�RV�VHWRUHV�GR�ODERUDWµULR�H�RV�GRFXPHQWRV�JHUDLV�H�HVSHF¯ȴFRV�

HQYROYLGRV�QHVWD�IDVH��6¥R�LWHQV�UHFRPHQGDGRV�GH�SDGURQL]D©¥R�QD�IDVH�DQDO¯WLFD�
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• *DUDQWLD�GD�LGHQWLGDGH�¼QLFD�H�H[FOXVLYD�GD�DPRVWUD�GXUDQWH�WRGR�R�VHX�SURFHVVDPHQWR�

• ΖGHQWLȴFD©¥R�H�URWXODJHP�GH�UHDJHQWHV��SUHSDUDGDV�QR�ODERUDWµULR�RX�Q¥R��FRP�Q¼PHUR�GR�ORWH�H�

GDWD�GH�YDOLGDGH��DV�)Ζ6346��)LFKD�GH�ΖQIRUPD©·HV�H�6HJXUDQ©D�GH�3URGXWRV�4X¯PLFRV��GHYHP�HVWDU�

DWXDOL]DGDV�H�DFHVV¯YHLV�SDUD�FRQVXOWD�QR�VHWRU�GH�SUHSDUR�GH�VROX©·HV�

• 'HYH�VHU�UHDOL]DGD�D�UHYLV¥R�H�FRUUHOD©¥R�GH�H[DPHV�DQWHULRUHV�UHDOL]DGRV�QD�LQVWLWXL©¥R�GH�XP�PHVPR�

SDFLHQWH�H�WRSRJUDȴD��TXDQGR�DSOLF£YHO�

• &DVRV�VXEPHWLGRV�D�XPD�VHJXQGD�RSLQL¥R��FRQVHQVR��GHYHP�VHU�UHJLVWUDGRV�

• 9HULȴFDU�D�TXDOLGDGH�GDV�FRORUD©·HV�DQWHV�GH�LQLFLDU�DV�EDWHULDV�GH�FDVRV��WDQWR�SDUD�KLVWRORJLD�TXDQWR�

SDUD�FLWRORJLD��SDUD�TXH�RV�DMXVWHV�QHFHVV£ULRV�VHMDP�IHLWRV�DQWHV�TXH�R�UHVWDQWH�GRV�FDVRV�VHMDP�

afetados;

• $V�DQ£OLVHV��OHLWXUDV�H�LQWHUSUHWD©·HV�GH�DPRVWUDV�I¯VLFDV��O¤PLQDV��GHYHP�VHU�IHLWDV�¼QLFD�H�

exclusivamente nas dependências da instituição;

• ([DPHV�SU«�RSHUDWµULRV�GHYHP�WHU�QR�ODXGR�ȴQDO�D�FRUUHOD©¥R�GD�SH©D�VXEPHWLGD�DR�H[DPH�FRP�VHXV�

FRUWHV�HP�SDUDȴQD�

• Casos positivos de neoplasia devem ser revistos por um segundo patologista;

• 2V�FRQWUROHV�SRVLWLYRV�XWLOL]DGRV�GHYHP�VHU�FDWDORJDGRV�GH�DFRUGR�FRP�D�VXD�SRVLWLYLGDGH��FDVR�XVDGR�

H�FRUUHODFLRQDGRV�FRP�RV�FDVRV�GD�EDWHULD�GH�FRORUD©¥R��([���&RQWUROH�SRVLWLYR�GH�3$6�Ȃ�Q¼PHUR�GR�

FDVR�RULJLQDO�Ȃ�XVDGR�FRPR�FRQWUROH�GD�EDWHULD�GRV�FDVRV�GD�URWLQD�Q¼PHURV�����������H�������QR�GLD�

[[�[[�[[[[�¢V�[[K��(VVHV�FRQWUROHV�SHUPLWHP�D�UDVWUHDELOLGDGH�GRV�FDVRV�TXDQGR�DV�FRORUD©·HV�Q¥R�

IXQFLRQDP�DGHTXDGDPHQWH�H�SUHFLVDP�VHU�UHSHWLGDV��FRP�UHYLV¥R�GRV�UHVSHFWLYRV�FDVRV��

• 2�YROXPH�GH�WULDJHP�GH�FROSRFLWRORJLD�RQFµWLFD�SRU�FLWRW«FQLFR�GHYH�VHU�DGHTXDGR�SDUD�D�MRUQDGD�GH�

trabalho;

• $�UHYLV¥R�SURVSHFWLYD�GRV�FDVRV�GH�FROSRFLWRORJLD�RQFµWLFD�SRU�SDWRORJLVWDV�GHYHP�VHJXLU�RV�VHJXLQWHV�

FULW«ULRV�

 J 5HYLV¥R�GH�WRGRV�RV�HVIUHJD©RV�SRVLWLYRV�SDUD�DV�OHV·HV�LQWUDHSLWHOLDLV�H�QHRSODVLDV�

 J 5HYLV¥R�GH�WRGRV�RV�HVIUHJD©RV�TXH�WHQKDP�JHUDGR�G¼YLGDV�DR�FLWRW«FQLFR�RX�LQVDWLVIDWµULRV�

 J 5HYLV¥R�GRV�HVIUHJD©RV�VHOHFLRQDGRV�FRP�EDVH�HP�FULW«ULRV�FO¯QLFRV�GH�ULVFR��5&&5���0DQXDO�GH�*HVW¥R�

GD�4XDOLGDGH�HP�&LWRSDWRORJLD�Ζ1&$��������S������

 J 5HYLV¥R�GH�����GH�WRGRV�RV�HVIUHJD©RV�QHJDWLYRV�SDUD�OHV¥R�LQWUDHSLWHOLDO�RX�QHRSODVLD�RX�UHYLV¥R�

U£SLGD�GH�WRGDV�DV�O¤PLQDV�

 J 8WLOL]DU�D�QRPHQFODWXUD�GH�ODXGRV�SDUD�H[DPH�GH�FROSRFLWRORJLD�RQFµWLFD�SUHFRQL]DGD�SHOR�ΖQVWLWXWR�

1DFLRQDO�GR�&¤QFHU�-RV«�GH�$OHQFDU�*RPHV�GD�6LOYD��Ζ1&$���RXWUR�VLVWHPD�GR�0LQLVW«ULR�GD�6D¼GH�RX�

VLVWHPD�%HWKHVGD�DWXDOL]DGR�

 J 5DVWUHDELOLGDGH�GH�UHDJHQWHV��DQWLFRUSRV�XWLOL]DGRV�SDUD�UHDOL]D©¥R�GRV�H[DPHV�

FASE PÓS-ANALÍTICA
$�IDVH�SµV�DQDO¯WLFD�FRPSUHHQGH�RV�SDVVRV�D�SDUWLU�GD�FRQIHF©¥R�GR�ODXGR��VXD�HQWUHJD�H�UHFHELPHQWR�SHOR�

P«GLFR�DVVLVWHQWH�RX�SDFLHQWH��FRQIRUPH�R�FDVR��5HFRPHQGD�VH�TXH�R�PDFURȵX[R�GD�IDVH�SµV�DQDO¯WLFD�

contemple suas etapas, setores e documentos relacionados.

��LPSRUWDQWH�TXH�RV�ODXGRV�VHMDP�WHPSHVWLYRV��HQWUHJXHV�QR�WHPSR�FHUWR���DFXUDGRV��IHLWRV�FRP�FXLGDGR��H�

FRP�DFXU£FLD��SUHFLVRV�H�FRUUHWRV���PDV�TXH�WDPE«P�VHMDP�HQWUHJXHV�¢�SHVVRD�FRUUHWD��2�ODXGR�QD�DQDWRPLD�

SDWROµJLFD�«�GHFLVLYR�QDV�FRQGXWDV�WHUDS¬XWLFDV�H�UHȵHWH�D�TXDOLGDGH�H�FXLGDGR�GR�ODERUDWµULR�FRP�VHXV�

H[DPHV��$O«P�GLVVR��R�ODXGR�SDUD�GLDJQµVWLFR�GH�WXPRUHV�GHYH�VHU�SDGURQL]DGR�TXDQWR�¢�FODVVLȴFD©¥R�GDV�
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QHRSODVLDV��XWLOL]DQGR�D�PHVPD�GH�IRUPD�SDGURQL]DGD�H�FRQW¯QXD�HQWUH�RV�SDWRORJLVWDV�GR�VHUYL©R��2�F¤QFHU�

«�XPD�GRHQ©D�GH�QRWLȴFD©¥R�FRPSXOVµULD�FRQIRUPH�D�/HL��������������DV�LQIRUPD©·HV�HSLGHPLROµJLFDV�GR�

F¤QFHU�GHSHQGHP�GD�TXDOLGDGH�GHVVH�SURFHVVR11.

Abaixo, itens que devem compor o laudo de patologia cirúrgica de acordo com as fases do processo 

laboratorial:

$��ΖWHQV�FRQWLGRV�QD�UHTXLVL©¥R�RX�VROLFLWD©¥R�GH�H[DPHV��FULW«ULRV�GH�DFHLWD©¥R�H�UHMHL©¥R�GH�DPRVWUDV

   

)$6(�35��$1$/Θ7Ζ&$
9 120(�&203/(72�'2��$��3$&Ζ(17(
9 Ζ'$'(�28�'$7$�'(�1$6&Ζ0(172
9 *�1(52�
9 '2&80(172�'(�Ζ'(17Ζ)Ζ&$��2�1�0(52�'(�

352178�5Ζ2
9 0$7(5Ζ$/�$�6(5�(;$0Ζ1$'2
9 7Ζ32�'(�(;$0(�62/Ζ&Ζ7$'2��$1$72023$72/�*Ζ&2��

&Ζ723$72/�*Ζ&2��Ζ0812�+Ζ67248Θ0Ζ&$��
Ζ0812)/825(6&�1&Ζ$��&2168/725Ζ$��(7&��

9 +Ζ3�7(6(�'Ζ$*1�67Ζ&$�&/Θ1Ζ&$
9 '$'26�'(�(;$0(6�&203/(0(17$5(6
9 '$7$�+25$�'$�&2/(7$
9 120(�'2�0�'Ζ&2�62/Ζ&Ζ7$17(�(�5(63(&7Ζ92�&50
9 1�0(52�'(�)5$6&26��6$&26�(�28�$02675$6
9 7(502�'(�&216(17Ζ0(172�/Ζ95(�(�(6&/$5(&Ζ'2�

�7&/(�
9 &5Ζ7�5Ζ26�'(�5(-(Ζ��2
9 127Ζ)Ζ&$��2�&21'87$
9 1RWLȴFD©¥R���&RQGXWDV
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%��0DFURVFRSLD��GLDJQµVWLFR�PLFURVFµSLFR�H�UHVSRQV£YHO�SHOR�PHVPR�� 

)$6(�$1$/Θ7Ζ&$
9 '(6&5Ζ��2�'$�3(�$��0$7(5Ζ$/��3(62��0('Ζ'$6�
9 7Ζ32�'(�)Ζ;$��2��(;��62/8��2�'(�)250$/Ζ1$�

7$0321$'$�����
9 '(6&5Ζ��2�'$�/(6�2��/2&$/Ζ=$��2��7$0$1+2��

)2&$/Ζ'$'(�
9 (;7(16�2�'$�/(6�2�(6758785$6�&203520(7Ζ'$6
9 67$786�'$6�0$5*(16�&Ζ5�5*Ζ&$6
9 0$5&$��2�'$6�0$5*(16�&Ζ5�*Ζ&$6��$�0$5&$��2�

&20�1$148Ζ0�(�$�5()(5�1&Ζ$�'$6�5(63(&7Ζ9$6�
0$5*(16�'(9(0�&2167$5�12�/$8'2�

9 Θ1'Ζ&(�'(�%/2&26
9 'Ζ$*1�67Ζ&2�(7Ζ2/�*Ζ&2
9 &5Ζ7�5Ζ26�'Ζ$*1�67Ζ&26
9 &5Ζ7�5Ζ26�352*1�67Ζ&26
9 0$5*(16�&Ζ5�5*Ζ&$6
9 (67$'Ζ$0(172�3$72/�*Ζ&2
9 3$72/2*Ζ67$�5(63216�9(/�(�5(63(&7Ζ92�&50
9 '83/$�&+(&$*(0�'26�&$626�326Ζ7Ζ926�

&�5HYLV¥R�H�OLEHUD©¥R�GR�GLDJQµVWLFR

)$6(�3�6�$1$/Θ7Ζ&2
9 (;$0(6�&203/(0(17$5(6
9 127$6�$'Ζ&Ζ21$Ζ6
9 /$8'2�'(�5(9Ζ6�2
9 /$8'2�'(�5(7Ζ)Ζ&$��2�'(�'Ζ$1�67Ζ&2
9 /$8'2�'(�&2168/725Ζ$�(;7(51$

Controles estatísticos

$�DQ£OLVH�GH�LQGLFDGRUHV�GH�GHVHPSHQKR�SDUD�PRQLWRUDPHQWR�H�PHOKRULD�GD�TXDOLGDGH�GD�LQVWLWXL©¥R�SRGH�

H�GHYH�VHU�UHDOL]DGD�D�FDGD�IDVH�GR�SURFHVVDPHQWR�GR�H[DPH��ΖPSRUWDQWH�UHVVDOWDU�D�GLYXOJD©¥R�GDV�DQ£OLVHV�

UHIHUHQWHV�¢�SURGXWLYLGDGH�GH�SUD]R�SDUD�D�HTXLSH�GR�ODERUDWµULR��2V�LQGLFDGRUHV�DX[LOLDP�D�GLUH©¥R�QD�JHVW¥R�

de pessoas, suprimentos, entre outros planejamentos. Sugerimos as seguintes informações nos documentos 

RX�SRO¯WLFDV�GH�LQGLFDGRUHV�

• 3HULRGLFLGDGH�GH�DQ£OLVH�

• 7LSR�GH�LQGLFDGRU�

• Fonte de obtenção dos dados;

• )µUPXOD��VH�DSOLF£YHO�

• Objetivo;

• Meta;

• Ações em caso de não conformidade.
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$�IDVH�SµV�DQDO¯WLFD�FRQWHPSOD�R�DUTXLYDPHQWR�GH�WRGRV�RV�LWHQV�XWLOL]DGRV�QD�H[HFX©¥R�GR�H[DPH��2V�WHPSRV�

GH�DUPD]HQDPHQWR�P¯QLPR�GHYHP�VHU�UHVSHLWDGRV�FRQIRUPH�D�OHJLVOD©¥R��

• (VS«FLPHV��DPRVWUDV���WU¬V�PHVHV�

• %ORFRV�GH�SDUDȴQD��GH]�DQRV�

• /¤PLQDV�GH�KLVWRSDWRORJLD��FLWRSDWRORJLD��LPXQR�KLVWRTX¯PLFD��KLEULGL]D©¥R�LQ�VLWX�FURPµJHQD��&Ζ6+���

cinco anos;

• /DXGRV��PHLR�HOHWU¶QLFR�SRU�YLQWH�DQRV��GLJLWDOL]DGRV�RX�DUTXLYRV�JHUDGRV�SHOR�VLVWHPD�GH�LQIRUP£WLFD��

• 5HTXLVL©·HV�P«GLFDV��FLQFR�DQRV��RSFLRQDO��
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Segurança: estrutura  
física e tecnologia

INFRAESTRUTURA
$�GLVSRVL©¥R�GD�£UHD�GR�ODERUDWµULR�GH�SDWRORJLD�GHYH�HVWDU�HP�DFRUGR�FRP�D�5(62/8��2�5'&�1|�����'(�

���'(�)(9(5(Ζ52�'(�����14��2�ODERUDWµULR�GHVFUHYH�DTXL�FRPR�SUHVHUYD�D�HVWUXWXUD�I¯VLFD��LQIUDHVWUXWXUD�GH�

WHFQRORJLD�GD�LQIRUPD©¥R��HTXLSDPHQWRV�H�VHJXUDQ©D�SDWULPRQLDO��ΖPSRUWDQWH�GHVFUHYHU�D�SRO¯WLFD�GH�FRQWUROH�

de acesso à instituição visando a segurança do local. Caso sejam feitas reformas, estas devem ser aprovadas 

SHOD�9LJLO¤QFLD�6DQLW£ULD�DQWHV�GD�H[HFX©¥R�GR�SURMHWR�

GESTÃO DE EQUIPAMENTOS
$�JHVW¥R�GH�HTXLSDPHQWRV�SRGH�VHU�HYLGHQFLDGD�FRP�D�IHUUDPHQWD�XWLOL]DGD�SDUD�R�FXPSULPHQWR�GDV�

PDQXWHQ©·HV�SUHYHQWLYDV�FRQIRUPH�UHFRPHQGDGR�SHOR�IRUQHFHGRU�H�R�UHJLVWUR�GDV�PHVPDV���2V�UHODWµULRV�

das manutenções emitidos pelos prestadores devem ser arquivados e avaliados criticamente pela gestão da 

qualidade.

)D]�SDUWH�GD�JHVW¥R�GH�HTXLSDPHQWRV�H�«�GH�UHVSRQVDELOLGDGH�GR�ODERUDWµULR��RSHUDGRU��ID]HU�DV�PDQXWHQ©·HV�

H�YHULȴFD©·HV��7RGDV�DV�PDQXWHQ©·HV�GR�RSHUDGRU�GHYHP�VHU�UHJLVWUDGDV�VLVWHPDWLFDPHQWH��FRQIRUPH�

IUHTX¬QFLD�SUHFRQL]DGD�SHOR�IRUQHFHGRU�H�ODERUDWµULR�

TECNOLOGIA DA INFORMAÇÃO
'HVFUHYHU�D�SRO¯WLFD�GH�7HFQRORJLD�GD�ΖQIRUPD©¥R�FRQWHPSODQGR�

• )RUPD�GH�FRQWUROH�GDV�YHUV·HV�GR�VLVWHPD�GH�LQIRUP£WLFD�H�UHJLVWURV�GH�DWXDOL]D©·HV��FRP�D�GHVFUL©¥R�

GDV�DWXDOL]D©·HV�UHDOL]DGDV�

• )HUUDPHQWDV�XWLOL]DGDV�SDUD�PDQXWHQ©¥R�H�SURWH©¥R�GD�UHGH�GH�LQIRUP£WLFD��Q¯YHO�GH�VHJXUDQ©D�ΖΖ��

• 3HULRGLFLGDGH�GH�EDFNXSV�FRP�FµSLDV�LQWHUQDV�H�H[WHUQDV�GR�EDQFR�GH�GDGRV�GD�LQVWLWXL©¥R�

�UHFRPHQGD�VH�backup GL£ULR���

• 3RO¯WLFD�GH�VHJXUDQ©D�GRV�GDGRV�HP�UHOD©¥R�DRV�XVX£ULRV�GR�VLVWHPD��XVR�GH�GULYHV�H[WHUQRV��SHUȴO�GH�

DFHVVR�GH�DFRUGR�FRP�DV�FRPSHW¬QFLDV�GR�XVX£ULR�

• Processo de restauração de dados do backup�GR�VLVWHPD�GD�LQVWLWXL©¥R��UHFRPHQG£YHO�TXH�VHMD�

UHDOL]DGR�FRP�SHULRGLFLGDGH�SUHYLDPHQWH�GHȴQLGD�SDUD�YDOLGD©¥R�GR�SURFHVVR�
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LEI GERAL DE PROTEÇÃO DE DADOS
$�/HL�*HUDO�GH�3URWH©¥R�GH�'DGRV��/*3'�Ȃ�/HL�Qr���������������FRQIRUPH�R�*XLD�GH�%RDV�3U£WLFDV�SDUD�

ΔPSOHPHQWD©¥R�GD�/*3'�HODERUDGR�SRU�HTXLSH�W«FQLFD�GR�JRYHUQR�IHGHUDO��, foi promulgada para proteger os 

direitos fundamentais de liberdade e de privacidade e a livre formação da personalidade de cada indivíduo. 

Essa Lei versa sobre o tratamento de dados pessoais, dispostos em meio físico ou digital, feito por pessoa 

I¯VLFD�RX�MXU¯GLFD�GH�GLUHLWR�S¼EOLFR�RX�SULYDGR�H�HQJORED�XP�DPSOR�FRQMXQWR�GH�RSHUD©·HV�HIHWXDGDV�HP�PHLRV�

manuais ou digitais.

$�VHJXUDQ©D�GD�LQIRUPD©¥R�«�R�HOHPHQWR�FKDYH�GD�

governança de dados, devendo ser operada por meio de 

SU£WLFDV�H�DWLYLGDGHV��WDLV�FRPR�D�HODERUD©¥R�GH�SURFHVVRV�

internos e externos, treinamentos e estabelecimento 

GH�3RO¯WLFDV�GH�6HJXUDQ©D�GD�ΖQIRUPD©¥R��36Ζ���3RU�

PHLR�GHVVHV�HVIRU©RV��D�VHJXUDQ©D�GD�LQIRUPD©¥R�LU£�

SURWHJHU�WRGRV�RV�DWLYRV�GH�LQIRUPD©¥R�GD�HPSUHVD��

GDGRV��SHVVRDV��VRIWZDUHV��HTXLSDPHQWRV�I¯VLFRV��HQWUH�

outros.16       

                                      

Softwares

Propriedade Intelectual

Funcionários Equipamentos

Bancos de dados

Clientes

Segurança da 
informação

&RQȴGHQFLDOLGDGH

Integridade

'LVSRQLELOLGDGH

   Figura 2: Figura esquemática dos ativos envolvidos na segurança da informação.16
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Garantindo a Qualidade

SISTEMA DE GESTÃO DA QUALIDADE (SGQ)
2�6LVWHPD�GH�*HVW¥R�GD�4XDOLGDGH�«�R�PRQLWRUDPHQWR�GRV�SURFHVVRV�GR�ODERUDWµULR�H�VXD�LQWHJUD©¥R��FRP�R�

REMHWLYR�GH�IRUQHFHU�XP�GLDJQµVWLFR�YLVDQGR�DFXU£FLD�H�VHJXUDQ©D�DR�SDFLHQWH�

2�ODERUDWµULR�GHYH�QRPHDU�XP�FRODERUDGRU�UHVSRQV£YHO�SHOD�JHVW¥R�GR�VLVWHPD�GD�TXDOLGDGH��(VVH�

colaborador deve ser um facilitador que envolva os colaboradores na construção e manutenção da cultura 

GD�TXDOLGDGH��8PD�HVWUDW«JLD�SDUD�R�HQYROYLPHQWR�GRV�FRODERUDGRUHV�«�FRQVWUXLU�GRFXPHQWRV��SURFHVVRV�H�

PHOKRULD�FRQW¯QXD�FRP�D�FRODERUD©¥R�GRV�PHVPRV�WUD]HQGR�R�IRFR�DR�SDFLHQWH�

�2�6*4�GHYH�VHU�FRPSRVWR�QR�P¯QLPR�SHODV�VHJXLQWHV�£UHDV�

• 5HFXUVRV�KXPDQRV�

• 7UHLQDPHQWRV�

• Biossegurança;

• *HUHQFLDPHQWR�GH�UHV¯GXRV�

• Controle de documentos;

• *HVW¥R�GH�HTXLSDPHQWRV�

• &RQWUROH�ΖQWHUQR�GD�4XDOLGDGH��&Ζ4��

• &RQWUROH�([WHUQR�GD�4XDOLGDGH��&(4��

• Não conformidades e ações corretivas e preventivas;

•  Auditoria interna e externa. 

2V�LWHQV�DFLPD�VHU¥R�GLVFXWLGRV�QRV�SUµ[LPRV�WµSLFRV�GHVWH�GRFXPHQWR�

$�*HVW¥R�GD�4XDOLGDGH�SRGH�VHU�UHDOL]DGD�GH�IRUPD�PDQXDO�RX�DWUDY«V�GH�softwares��+£�softwares disponíveis 

QR�PHUFDGR�TXH�IDFLOLWDP�R�JHUHQFLDPHQWR�GRFXPHQWDO�GD�TXDOLGDGH�QR�ODERUDWµULR��(QWUHWDQWR��K£�IRUPDV�

GH�FRQWUROH�GH�GRFXPHQWD©¥R�H�SURFHVVRV�TXH�SRGHP�VHU�UHDOL]DGRV�GH�IRUPD�PDQXDO�RX�FRP�D�DMXGD�GRV�

DSOLFDWLYRV�GH�HGL©¥R�GH�WH[WR�H�SODQLOKDV��TXH�SRGHP�DX[LOLDU�GH�IRUPD�VDWLVIDWµULD�SDUD�HVVH�ȴP��$�IRUPD�

XWLOL]DGD�GHYH�VHU�SU£WLFD��HIHWLYD�H�FRQW¯QXD��FXVWRPL]DGD�SHOR�JHVWRU�GD�TXDOLGDGH�SDUD�D�UHDOLGDGH�GR�VHX�

ODERUDWµULR�

O recurso do gerenciamento de processos pela metodologia Kanban��SDODYUD�GH�RULJHP�MDSRQHVD��SRGH�VHU�

WUDGX]LGD�FRPR�FDUW¥R�RX�VLQDOL]D©¥R��UHSUHVHQWD�XP�VLVWHPD�TXH�REMHWLYD�DXPHQWDU�D�HȴFL¬QFLD�GD�SURGX©¥R�

GH�XPD�HPSUHVD��3RGH�VHU�XWLOL]DGR�GH�IRUPD�PDQXDO��TXDGUR�I¯VLFR��ȴJXUD����RX�FRP�DSOLFDWLYRV�FRP�YHUV·HV�

gratuitas.
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$�)D]HU )D]HQGR Feito

Figura 3: Exemplo de Kanban físico. 

CONTROLE DE DOCUMENTOS

'HVFUHYHU�D�SRO¯WLFD�GH�HODERUD©¥R�H�FRQWUROH�GH�GRFXPHQWRV��2V�GRFXPHQWRV�GHYHP�VHU�UDVWUH£YHLV�SDUD�

YHUV·HV�REVROHWDV�H�FRQWURODGDV�TXDQWR�DR�Q¼PHUR�GH�FµSLDV��7RGRV�RV�GRFXPHQWRV�GD�TXDOLGDGH�GHYHP�VHU�

DSURYDGRV�H�DVVLQDGRV�SHOR�5HVSRQV£YHO�7«FQLFR�GR�ODERUDWµULR�H�GHYHP�FRQWHU�QR�P¯QLPR11�

Cabeçalho e rodapé:

• Nome do documento;

• Paginação;

• 9HUV¥R�

• Nome, cargo do elaborador e assinatura;

• 'DWD�GD�HQWUDGD�HP�YLJRU�

• Nome do revisor, cargo e assinatura;

• 'DWD�GD�SUµ[LPD�UHYLV¥R�YDOLGDGH�

• 1RPH�H�DVVLQDWXUD�GR�D��'LUHWRU�D��7«FQLFR�D��SDUD�DSURYD©¥R�GR�GRFXPHQWR� 

'RFXPHQWR�UHYLVDGR�DQXDOPHQWH &µGLJR

7LSR�GR�GRFXPHQWR
9HUV¥R
(P�YLJRU�GHVGH�

Nome do documento
&µSLD����GH��

3£JLQD����GH��
Figura 4: Exemplo de cabeçalho com itens de rastreabilidade do documento.

Para o corpo do documento:

• ΖQWURGX©¥R��FDVR�VHMD�XP�SURFHGLPHQWR�DQDO¯WLFR��FRQWHU�R�SULQF¯SLR�GR�P«WRGR�

• Objetivo;

• Escopo, abrangência ou campo de aplicação;

• 'HVFUL©¥R�

• *ORVV£ULR��WHUPLQRORJLD��GHȴQL©·HV��V¯PERORV�SHUWLQHQWHV�

• 5HIHU¬QFLDV�

• 'HFODUD©¥R�GH�OHLWXUD��HQWHQGLPHQWR�H�DVVLQDWXUD�GRV�FRODERUDGRUHV�UHVSRQV£YHLV�SHOD�H[HFX©¥R�GDV�

ações descritas no documento;

• $QH[RV��TXDQGR�DSOLF£YHO�
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Elaboração 5HYLV¥R Aprovação

Nome  
Cargo
'DWD

 Figura 5: Exemplo de rodapé com itens de rastreabilidade do documento referente aos responsáveis pelo mesmo. 

 
CONTROLE INTERNO DA QUALIDADE
2�&RQWUROH�ΖQWHUQR�GD�4XDOLGDGH��HVFULWR�HP�XP�SURFHGLPHQWR��FRQWHPSOD�DV�YHULȴFD©·HV�GH�WHPSHUDWXUD��

YHULȴFD©·HV�H�WURFDV�GDV�VROX©·HV�UHDJHQWHV��DYDOLD©¥R�GDV�EDWHULDV�GH�FRORUD©·HV�DQWHV�GH�LQLFLDU�D�FRORUD©¥R�

GRV�FDVRV��XWLOL]D©¥R�GH�O¤PLQDV�SRVLWLYDV�H�QHJDWLYDV�SDUD�FRQWUROH�GH�FRORUD©·HV�HVSHFLDLV�H�DQWLFRUSRV�

PRQRFORQDLV��7RGR�R�SURFHGLPHQWR�XWLOL]DGR�SDUD�FRQWURODU�D�LQFLG¬QFLD�GH�HUURV�DQDO¯WLFRV�«�FKDPDGR�GH�

controle interno.

2�&Ζ4�GHYH�VHU�SHQVDGR�HP�FRQMXQWR�FRP�D�HTXLSH�W«FQLFD�TXH�H[HFXWD�D�HWDSD�GR�SURFHVVR�TXH�HVW£�VHQGR�

FRQWURODGD��3DUD�W«FQLFDV�UHDOL]DGDV�PDQXDOPHQWH��RV�UHJLVWURV�GHVVDV�YHULȴFD©·HV��HP�JHUDO��V¥R�PDLV�

IDFLOPHQWH�UHDOL]DGRV�HP�SODQLOKDV�GH�UHJLVWURV��PDQWHQGR�D�UDVWUHDELOLGDGH�GH�WRGDV�DV�HWDSDV�H�GH�WRGRV�

RV�UHVSRQV£YHLV�SHOR�SURFHVVR��3DUD�SURFHVVRV�DXWRPDWL]DGRV�HP�JHUDO��RV�HTXLSDPHQWRV�SRVVXHP�HVVD�

ferramenta no software.

CONTROLE EXTERNO DA QUALIDADE
2�&(4�«�REMHWLYDPHQWH�R�SURFHVVR�GH�FKHFDJHP�GH�GHVHPSHQKR�GR�ODERUDWµULR�DWUDY«V�GH�XP�IDFLOLWDGRU�

H[WHUQR��2�P«WRGR�PDLV�FRPXP�XWLOL]DGR�«�R�7HVWH�GH�3URȴFL¬QFLD�UHDOL]DGR�DWUDY«V�GH�XP�SURYHGRU��RQGH�

amostras desconhecidas são enviadas para teste e os resultados são analisados, comparados e reportados.  

2�&RQWUROH�([WHUQR�GD�4XDOLGDGH�SRGH�VHU�IHLWR�SRU�7HVWHV�GH�3URȴFL¬QFLD�SDUD�YHULȴFDU�D�TXDOLȴFD©¥R�GRV�

SURȴVVLRQDLV��2V�3URJUDPDV�GH�$FUHGLWD©¥R�WDPE«P�SRGHP�VHU�FRQVLGHUDGRV�&RQWUROH�([WHUQR�GD�4XDOLGDGH�

GRV�SURFHVVRV�UHDOL]DGRV�SHOR�ODERUDWµULR�

&RPR�DOWHUQDWLYD�RX�DGL©¥R�DR�&(4�IRUQHFLGR�SRU�SURYHGRU�GH�HQVDLR�GH�SURȴFL¬QFLD��K£�D�SRVVLELOLGDGH�GH�

FRQWUROH�H[WHUQR�DOWHUQDWLYR��RQGH�ODERUDWµULRV�SRGHP�VH�UHXQLU�SDUD�UHDOL]DUHP�WURFDV�GH�FDVRV�GH�IRUPD�

FHJDGD��2XWUD�IRUPD�GH�UHJLVWUDU�XP�FRQWUROH�H[WHUQR�«�HODERUDQGR�XP�SURFHGLPHQWR�GH�UHJLVWUR�H�DYDOLD©¥R�

SDUD�DV�FRQVXOWRULDV�UHFHELGDV�QR�ODERUDWµULR��FDVRV�M£�DYDOLDGRV�SRU�RXWUR�ODERUDWµULR�TXH�V¥R�HQYLDGRV�

SDUD�VHJXQGD�RSLQL¥R��(P�DPEDV�DV�VLWXD©·HV�GHYH�VH�WHU�XP�SURFHGLPHQWR�HVFULWR�SDUD�HVVH�SURFHVVR�

contemplando a forma de avaliação e planos de ações corretivas e preventivas. Para todas as alternativas 

FLWDGDV��SRGH�VH�XWLOL]DU�D�WHOHSDWRORJLD�FRPR�IHUUDPHQWD�IDFLOLWDGRUD�GDV�WURFDV�LQWHUODERUDWRULDLV 22.

NÃO CONFORMIDADES: REGISTRO E TRATAMENTO
Para que haja controle dos riscos dos processos e procedimentos e demais atividades internas e externas 

GD�LQVWLWXL©¥R��«�QHFHVV£ULR�TXH�VH�HODERUHP�H�PDQWHQKDP�RV�UHJLVWURV�GH�TXDOTXHU�HYHQWR��GH�TXDOTXHU�

QDWXUH]D��GH�ULVFR�SRWHQFLDO�RX�UHDO��TXH�DFRQWH©DP�SDUD�TXH�DV�D©·HV�FRUUHWLYDV�H�SUHYHQWLYDV�SRVVDP�VHU�

DGHTXDGDPHQWH�WRPDGDV�H�YHULȴFDGDV�VXD�HȴF£FLD11.
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A ANÁLISE DE CAUSA RAIZ DE NÃO CONFORMIDADES – 5 PORQUÊS1

2���3RUTX¬V�«�XPD�IHUUDPHQWD�TXH�FRQVLVWH�HP�SHUJXQWDU���YH]HV�R�SRUTX¬�GH�XP�SUREOHPD�RX�2&255�1&Ζ$�

WHU�RFRUULGR��D�ȴP�GH�GHVFREULU�D�VXD�UHDO�FDXVD��RX�VHMD��D�FDXVD�UDL]�

8P�GRV�JUDQGHV�SUREOHPDV�GD�TXDOLGDGH�«�R�LQYHVWLPHQWR�GH�UHFXUVRV�HP�D©·HV�TXH�DFDEDP�Q¥R�VHQGR�

HȴFD]HV�H��GHVVD�IRUPD��Q¥R�LPSHGHP�TXH�R�SUREOHPD�YROWH�D�DFRQWHFHU��$�UHFRUU¬QFLD�GH�XP�SUREOHPD�

JHUDOPHQWH�DFRQWHFH�SRUTXH�D�FDXVD�UHDO�TXH�OHYRX�R�SUREOHPD�D�DFRQWHFHU�Q¥R�IRL�LGHQWLȴFDGD�FRUUHWDPHQWH��

ID]HQGR�FRP�TXH�WRGD�H�TXDOTXHU�D©¥R�IHLWD�Q¥R�WHQKD�HIHWLYLGDGH��'LDQWH�GHVVH�FHQ£ULR��XPD�ERD�DOWHUQDWLYD�

SDUD�GHVFREULU�D�FDXVD�UDL]�GR�SUREOHPD�«�XWLOL]DU�R���3RUTX¬V��SRLV�D�IHUUDPHQWD�LU£�GLUHFLRQDU�D�DQ£OLVH�SDUD�D�

FDXVD�UDL]�GR�TXH�HVW£�DFRQWHFHQGR�H��DVVLP��DMXGDU�D�UHȵHWLU�H�SURSRU�XPD�VROX©¥R�HIHWLYD�SDUD�R�SUREOHPD�

��
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��
	
�����
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��
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)LJXUD����)LJXUD�UHSUHVHQWDWLYD�SDUD�DQ£OLVH�GH�FDXVD�UDL]�XWLOL]DQGR�D�IHUUDPHQWD���3RUTX¬V�

 
PLANO DE AÇÃO – 5W2H 1

2��:�+�«�XP�LQVWUXPHQWR�VLPSOHV�H�H[WUHPDPHQWH�¼WLO�QD�FRQVROLGD©¥R�H�VLVWHPDWL]D©¥R�GH�XP�SODQR�GH�

D©¥R����XPD�IRUPD�VLVWHP£WLFD�GH�OLVWDU�DV�FDXVDV�H�DV�D©·HV�SURSRVWDV�SDUD�FRUUH©¥R�H�SUHYHQ©¥R��2�SODQR�

GH�D©¥R��:�+�SHUPLWH�FRQVLGHUDU�WRGDV�DV�WDUHIDV�D�VHUHP�H[HFXWDGDV�RX�VHOHFLRQDGDV�GH�IRUPD�FXLGDGRVD�H�

REMHWLYD��DVVHJXUDQGR�VXD�LPSOHPHQWD©¥R�GH�IRUPD�RUJDQL]DGD��6¥R�VHWH�SHUJXQWDV�TXH�SHUPLWHP�HQWHQGHU�

VLWXD©·HV�H�SUREOHPDV�
Tabela 2: Ferramenta 5W2H utilizada para elaboração de plano de ação.

Plano de ação
5W

What O que? 'HȴQL©¥R�GR�SODQR�GH�D©¥R�TXH�VHU£�UHDOL]DGR�

Who Quem? 5HVSRQV£YHO�SHOR�SODQR�GH�D©¥R�SURSRVWR�

Where Onde? 6HWRU�RX�SURFHVVR��ORFDO��RQGH�D�D©¥R�VHU£�UHDOL]DGD�

When Quando? 3UD]R��FURQRJUDPD�GH�H[HFX©¥R�GR�SODQR�GH�D©¥R�

Why Por quê? 0RWLYR�SHOR�TXDO�R�SODQR�GH�D©¥R�IRL�GHȴQLGR�
2H

How Como? 'HWDOKHV�GH�FRPR�R�SODQR�VHU£�H[HFXWDGR�

How much 4XDQWR�FXVWDU£" $Q£OLVH�GH�FXVWR�H�HIHWLYLGDGH�GR�SODQR�GH�D©¥R�
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Apresentamos uma ferramenta para plano de ação como sugestão, mas existem outras que podem ser 

XWLOL]DGDV��FRPR�GLDJUDPD�GH�ΖVKLNDZD�RX�GLDJUDPD�GH�FDXVD�H�HIHLWR��SRU�H[HPSOR��2�SODQR�GH�D©¥R�GHYH�

VHU�UHJLVWUDGR�H�DSURYDGR�SHOD�JHVW¥R�GD�TXDOLGDGH�H�'LUH©¥R�GR�ODERUDWµULR��LPSODQWDGR�H�FRQFOX¯GR�DSµV�

DYDOLD©¥R�GD�HȴF£FLD�

$�LGHQWLȴFD©¥R�H�DFRPSDQKDPHQWR�GH�Q¥R�FRQIRUPLGDGHV�SRGHP��WDPE«P��VHU�UHDOL]DGRV�DWUDY«V�GH�

VRIWZDUHV�TXH�SRVVXHP�DV�IHUUDPHQWDV�GH�TXDOLGDGH�SDUD�TXH�RV�FRODERUDGRUHV�H�JHVWRUHV�ID©DP�RV�UHJLVWURV�

H�DQ£OLVHV��)RUPDV�PDQXDLV�GH�UHJLVWUR�SRGHP�VHU�XWLOL]DGDV�DWUDY«V�GH�SODQLOKDV�HP�([FHO�RX�HGLWRUHV�GH�

texto.

AUDITORIAS INTERNAS E EXTERNAS
$V�DXGLWRULDV�LQWHUQDV�HP�JHUDO�VH�EDVHLDP�HP�QRUPDV�GH�LQVWLWXL©·HV�FHUWLȴFDGRUDV�H�RX�UHJXODWµULDV��

'HVFUHYHU�R�SURFHGLPHQWR�XWLOL]DGR��RV�UHTXLVLWRV�QRUWHDGRUHV�GD�DXGLWRULD�LQWHUQD��D�IUHTX¬QFLD�GH�UHDOL]D©¥R�

e a forma de registro e treinamento dos auditores.

A instituição descreve nesta seção como se prepara em seus processos e com os colaboradores para as 

auditorias externas.

GESTÃO DE RISCOS
$�JHVW¥R�GH�ULVFRV�«�XPD�IRUPD�GH�SUHYHQ©¥R�GH�SUREOHPDV�H�LGHQWLȴFD©¥R�GH�VROX©·HV�FDVR�R�SUREOHPD�

RFRUUD��$�JHVW¥R�GH�ULVFRV�HP�ODERUDWµULR�«�UHDOL]DGD�GH�IRUPD�FRQW¯QXD�DWUDY«V�GD�UHDOL]D©¥R�GDV�DXGLWRULDV�

LQWHUQDV�H�UHJLVWUR�GH�Q¥R�FRQIRUPLGDGHV��HQWUH�RXWUDV�IRUPDV�GH�FRQWUROH�LQWHUQR��$O«P�GLVVR��R�ODERUDWµULR�

SRGH�XWLOL]DU�IHUUDPHQWDV�HVSHF¯ȴFDV�SDUD�UHDOL]DU�D�JHVW¥R�GH�ULVFRV��FRPR��SRU�H[HPSOR��R�)0($��Failure 

0RGH�DQG�(΋HFW�$QDO\VLV�Ȃ�$Q£OLVH�GRV�0RGRV�GH�)DOKD�H�VHXV�(IHLWRV���TXH�FRQVLVWH�HP�VLVWHPDWL]DU�XP�JUXSR�

GH�DWLYLGDGHV��XWLOL]DGD�SDUD�LGHQWLȴFDU��DYDOLDU�H�HOLPLQDU�IDOKDV�SRWHQFLDLV�RX�FRQKHFLGDV�GH�VLVWHPDV�RX�

SURFHVVRV��$�SDUWLU�GD�DYDOLD©¥R�GHVVDV�IDOKDV��«�SRVV¯YHO�LGHQWLȴFDU�VXDV�FDXVDV�H�HIHLWRV�QR�GHVHPSHQKR�GRV�

VLVWHPDV�RX�SURFHVVRV��DO«P�GH�GHWHUPLQDU�VHXV�LPSDFWRV�VREUH�R�SDFLHQWH��
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Pessoas e Competências

RECURSOS HUMANOS
5HIHUHQFLDU�D�OLVWD�GH�SURȴVVLRQDLV�GR�FRUSR�P«GLFR��FRODERUDGRUHV�HP�UHJLPH�&/7�H�FRODERUDGRUHV�

DXW¶QRPRV��$�HYLG¬QFLD�GH�IRUPD©¥R�SURȴVVLRQDO�GRV�FRODERUDGRUHV�GHYH�VHU�PDQWLGD�QD�LQVWLWXL©¥R��EHP�

FRPR�UHJLVWURV�GH�DYDOLD©·HV�SHULµGLFDV�GH�VD¼GH�RFXSDFLRQDO�H�LPXQL]D©¥R��2�ODERUDWµULR�GHYH�GLVSRU�GH�XP�

3URJUDPD�H�&RQWUROH�GH�0HGLFLQD�2FXSDFLRQDO��3&062���TXH�GHYH�VHU�UHYLVDGR�DQXDOPHQWH�

TREINAMENTOS
Estabelecer um cronograma de treinamentos, contemplando treinamentos internos e externos. Citar o 

GRFXPHQWR�TXH�GHVFUHYH�D�SRO¯WLFD�GH�WUHLQDPHQWRV�SDUD�QRYRV�FRODERUDGRUHV��$�LQVWLWXL©¥R�GHYH�UHDOL]DU�D�

DYDOLD©¥R�GH�HȴF£FLD�GR�WUHLQDPHQWR��DWUDY«V�GH�softwares ou planilhas de gerenciamento, avaliando dessa 

forma a necessidade de revisão ou replicação de treinamentos. Os treinamentos devem ser registrados pelo 

6*4�

BIOSSEGURANÇA
8P�SURFHGLPHQWR�FRP�RULHQWD©·HV�GH�ELRVVHJXUDQ©D�GHYH�HVWDU�HVFULWR�H�VHU�GH�FRQKHFLPHQWR�GH�WRGRV�

RV�FRODERUDGRUHV��5HFRPHQGD�VH�TXH�KDMD�XPD�IUHTX¬QFLD�HVWDEHOHFLGD�SHOD�LQVWLWXL©¥R�SDUD�UHDOL]D©¥R�

GH�WUHLQDPHQWRV�GH�ELRVVHJXUDQ©D��UHIRU©DQGR�D�LPSRUW¤QFLD�GR�XVR�FRPSXOVµULR�GRV�(TXLSDPHQWRV�GH�

3URWH©¥R�ΖQGLYLGXDO��(3Ζ���$�GLVSRQLELOL]D©¥R�GDV�)Ζ634�V��QD�£UHD�GH�XVR�GRV�UHVSHFWLYRV�SURGXWRV�TX¯PLFRV�

«�UHFRPHQGDGD��2�ODERUDWµULR�GHYH�SRVVXLU�XP�3ODQR�GH�3UHYHQ©¥R�GH�5LVFRV�$PELHQWDLV��335$��H�R�PHVPR�

GHYH�VHU�UHYLVDGR�DQXDOPHQWH��2�335$�GHYH�VHU�UHYLVDGR�SHOR�JHVWRU�GD�TXDOLGDGH��SRLV�R�PHVPR�GHYH�UHȵHWLU�

DV�SU£WLFDV�GR�ODERUDWµULR��������������.

Responsabilidade ambiental

GERENCIAMENTO DE RESÍDUOS
2�ODERUDWµULR�GHYH�SRVVXLU�XP�3URJUDPD�GH�*HUHQFLDPHQWR�GH�5HV¯GXRV�HP�6HUYL©RV�GH�6D¼GH��3*566��

HODERUDGR�FRQIRUPH�D�5'&����������H�R�PHVPR�GHYH�VHU�UHYLVDGR�DQXDOPHQWH21. Esse documento deve ser 

HODERUDGR�FRQIRUPH�D�5'&�����H�FRP�DV�LQIRUPD©·HV�HVSHF¯ȴFDV�GR�ODERUDWµULR����UHFRPHQGDGR�TXH�R�3*566�

seja um documento de treinamento, com periodicidade mínima anual, para os colaboradores, em formato de 

HQVLQR�D�GLVW¤QFLD�RX�SUHVHQFLDO��8PD�JUDQGH�HFRQRPLD�SDUD�R�ODERUDWµULR�SRGH�VHU�UHDOL]DGD�FRP�R�GHVFDUWH�H�

GHVWLQR�ȴQDO�FRUUHWR�GRV�UHV¯GXRV��DO«P�GD�FRQWULEXL©¥R�DPELHQWDO�H�VRFLDO��
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