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The National School of Public Administration - Enap certifies that
BEATRIZ SALES DOS SANTOS ALVES

completed the course Gestao em Ouvidoria (Turma MAR/2024), with workload

of 20 hours, beginning in 21/03/2024, end in 10/04/2024 and final grade 75.6.
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Betania Lemos
Presidenta




Historic
Name: Course:
BEATRIZ SALES DOS SANTOS Gestao em Ouvidoria
ALVES
Availability: Workload: Final Grade:
21/03/2024 a 10/04/2024 20 horas 75.6
Content

1 Fundamentos e atuacdo da Ouvidoria Piblica
1.1 Conceito de Ouvidoria Pdiblica
1.2 Histdrico das Ouvidorias Pblicas no Brasil
1.3 Publico das Ouvidorias
1.4 Funcdes do Ouvidor
1.5 Requisitos para o bom funcionamento da Ouvidoria
2 Atendimento ao cidaddo nas Ouvidorias Ptblicas
2.1 Importdncia
2.2 Fluxo
2.3 Acesso a Informagdo
3 Utilizagdo de ferramentas gerenciais e tecnoldgicas
3.1 Planejamento
3.2 Plano de Trabalho e Fluxo de Atendimento
3.3 Relatdrios gerenciais
3.4 Ferramentas tecnoldgicas e manifestacdes de Ouvidoria

E _r_h_ﬂ' E Certificate registered at Escola Virtual.Gov - EV.G under code: GQBV123861457G2y

;#.It: . This certificate was generated in 10/04/2024.

] _-__.e'_'rl*g_. I|II| This certificate can have its validity proven by accessing the QRCode on the left, or, if you wish, by entering the code
Fa - above in the option Document Validation at the address https://www.escolavirtual.gov.br.

The issue date may be earlier than the end date of the course in cases where the participant has met the minimum

requirements for early approval.
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A Escola Nacional de Administragdo Publica - Enap certifica que

BEATRIZ SALES DOS SANTOS ALVES

concluiu o curso Resolugao de Conflitos Aplicada ao Contexto das
Ouvidorias, com carga-horaria de 20 horas, inicio em 02/08/2024,
término em 19/08/2024 e nota final 94.4.
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Betania Lemos
Presidenta
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EV.G | Virtual School.Gov

Virtual Secretariat
ABOUT EV.G

This is the heart of Escola Virtual.Gov! Through it, institutions manage their courses, Discover the School

the opening of classes and the progress of registrations. It is the place where

employees and citizens have access to the unified catalog, class calendar, academic

records and certificate issuance. All through a single and simplified access.
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Organizado por National School of Public Administration - Enap (http://www.enap.gov.br/)
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7° Seminario Internacional
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CERTIFICADO

BEATRIZ SALES DOS SANTOS ALVES

participou do 172 Seminario Nacional “Ouvidores & Ouvidorias” e 72 Seminario
Internacional “Ouvidores, Defensorias del Pueblo & Ombudsman”, tema central:
“Novos paradigmas e desafios para Ouvidores, Provedores de Justica, Defensores
Publicos, Defensores del Pueblo e Ombudsman em paises de lingua portuguesa, na
Ameérica Latina e no Caribe”, realizado no periodo de 9 a 11 de abril, no Mar Hotel

Conventions, em Pernambuco, com carga horaria de 20 horas.
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