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127$: El terme FOLHQW aplicat a la gestió d’un centre educatiu té com a accepció la
referència a l’alumnat, família, professorat, empresa… societat. En algunes ocasions
es pot substituir pel terme usuari, però no sempre (el professorat té relació clientelar
però no és un usuari)
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4$FWXDU�pV�HO�SDSHU�TXH�Wp�DVVLJQDW�HO�FDS 4�(OV�DVVLVWHQWV�VyQ�HOV�UHVSRQVDEOHV����GH�OHV�DFFLRQV�GH�VHJXLPHQW

4�/HV�UHXQLRQV�SRUWHQ�QHFHVVjULDPHQW����DO�FRQVHQV�HQWUH�HOV�DVVLVWHQWV 4�/HV�SHUVRQHV�LQWHUSUHWHQ�OHV����UHXQLRQV�GH�IRUPD�GLIHUHQW

4�8QD�HOHYDGD�SDUWLFLSDFLy�pV�HO�TXH����GHILQHL[�O·q[LW�G·XQD�UHXQLy 4�/HV�GLVFXVVLRQV��SHU�VL�PDWHL[HV��QR����FRQGXHL[HQ�D�O·DFFLy
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7Ë&1,&$�

3/$1,),&$5

� 4Xq�pV�
eV�HO�FRQMXQW�G
DFWLYLWDWV�TXH��D�SDUWLU�GH�OD�LGHQWLILFDFLy�GH�OHV�QHFHVVLWDWV�L�H[SHFWDWLYHV�GHOVQRVWUHV�XVXDULV��V
HODERUD�XQ�VHUYHL�G
HQVHQ\DPHQW�DSUHQHQWDWJH�TXH�VDWLVIDFL�L�GRQL�UHVSRVWD�DOHV�VHYHV�H[SHFWDWLYHV�

3/$1,),&$5�e6�/$�&/$8�'(�/$�48$/,7$7

� $SOLFDFLy�
(VWDEOLU� XQD� VqULH� G
DFWLYLWDWV� QHFHVVjULHV� SHU� DFRQVHJXLU� TXH� HO� VHUYHL� HODERUDW� VDWLVIDFL� OHVQHFHVVLWDWV�L�H[SHFWDWLYHV�GHOV�QRVWUHV�XVXDULV��$TXHVWHV�DFWLYLWDWV�KDQ�G
HVWDU�SUHYLVWHV�HQ�XQWHUPLQL� GH� WHPSV� IL[DW� L� FDO� TXH� VH
OV� IDFL� XQ� VHJXLPHQW� SHULzGLF�� SHU� WDO� GH� FRPSURYDU� HOFRUUHFWH�GHVHQYROXSDPHQW�G
DTXHVWHV�DFWLYLWDWV�

� &RP�V·DSOLFD�
��� ,GHQWLILFDU�OHV�QHFHVVLWDWV�GHOV�XVXDULV�SDUWLQW�GH�SURYHV�REMHFWLYHV��FRP�HQTXHVWHV��HWF�
��� &RQVWLWXLU� XQ� HTXLS� GH�PLOORUD� SHO� GHVHQYROXSDPHQW� GHO� SURMHFWH� L� GHVLJQDU� XQ� FDS� GHO
HTXLS��WRW�XWLOLW]DQW�OHV�WqFQLTXHV�GH�SOXMD�G
LGHHV�R�DOWUHV�
��� 'HILQLU�HO�VHUYHL�L�LGHQWLILFDU�HOV�GLIHUHQWV�SURFHVVRV�R�SURFHGLPHQWV�YLQFXODWV��WRW�HVWDEOLQWHOV�FULWHULV�QHFHVVDULV�SHU�WDO�GH�TXq�V
DGHT�L�D�OHV�QHFHVVLWDWV�GHOV�XVXDULV�G
DTXHVW�VHUYHL�
��� 9DOLGDU�HO�VHUYHL�VLJQLILFD�

- 5HYLVDU�L�FRPSURYDU�OD�GRFXPHQWDFLy�YLQFXODGD
- 3UHSDUDU�XQD�VLPXODFLy��G
DFRUG�DPE�HOV�FULWHULV�HVWDEOHUWV
- 9HULILFDU�HO�VHUYHL��VHJRQV�HOV�UHTXLVLWV�LQLFLDOV
- 9DOLGDU�HO�VHUYHL�DPE�O
DFFHSWDFLy�SHU�SDUW�GH�O
XVXDUL

��� 9DOLGDU�HOV�GLIHUHQWV�SURFHVVRV�TXH�LQWHUYHQHQ�HQ�HO�GHVHQYROXSDPHQW�GHO�VHUYHL
��� 0LOORUDU�FRQWtQXDPHQW�HOV�SURFHVVRV
��� 6DWLVIHU�HOV�QRVWUHV�XVXDULV
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7Ë&1,&$�

32.$���<2.(

� 4Xq�pV�
eV�XQD�WqFQLFD�TXH�DMXGD�D�DFRQVHJXLU�HOV�PtQLPV�HUURUV�SRVVLEOHV��WRW�PLOORUDQW�OD�TXDOLWDW�GHOVHUYHL�L�GHOV�SURFHVVRV�UHODFLRQDWV�DPE�DTXHVW�VHUYHL�
(O�3RND�²�<RNH� pV�XQ� FRQFHSWH�TXH�HV�SRW� WUDGXLU� SHU� ´D�SURYD�G·HUURUVµ� R� Ep� ´D� SURYD� GHIDOODGHV�[LPSOHVµ� L��JHQHUDOPHQW�� VyQ�GLVSRVLWLXV�GHVWLQDWV�D� HYLWDU�HUUDGHV� LQDGYHUWLGHV��TXHTXDOVHYRO�SHUVRQD�SRGULD�FRPHWUH��$L[t�GRQFV��HO�3RND�²�<RNH�pV�HTXLYDOHQW�DO�WHUPH�VLVWHPHV
DQWL�HUURUV�

� $SOLFDFLy�
(OV� VLVWHPHV� 3RND� ²� <RNH� VyQ� PROW� ~WLOV� L� XVXDOV� HQ� OD� QRVWUD� YLGD� TXRWLGLDQD�� $TXHVWVVLVWHPHV�VHUYHL[HQ�SHU�HYLWDU�HUURUV�R�GHWHFWDU�GHIHFWHV�TXH�HV�SURGXHL[HQ�D�OD�IHLQD�L�G·DTXHVWDPDQHUD�FRQWURODU�ORV�R�HOLPLQDU�ORV�
0LWMDQoDQW� OHV� VHYHV� IXQFLRQV� EjVLTXHV�� DWXUDGD�� FRQWURO� L� DYtV�� L� VHJRQV� HQ� TXLQ� PRPHQWV·DSOLTXHQ��FRQWUROHQ�HOV�GRV�HVWDWV�HQ�TXq�SRW�WUREDU�VH�XQ�GHIHFWH�

��� $EDQV�G·RFyUUHU���SUHYHQFLy
��� 'HVSUpV�GH�SURGXLU�VH���GHWHFFLy

(OV�VLVWHPHV�3RND�²�<RNH�HV�FDUDFWHULW]HQ�SHU�VHU�
6LPSOHV��DFRVWXPHQ�D�VHU�SHWLWV�GLVSRVLWLXV��PROWHV�YHJDGHV�VHQ]LOOV�L�HFRQzPLFV�(ILFDoRV��DFWXHQ�SHU� VL�PDWHL[RV�HQ�FDGD�DFFLy� UHSHWLWLYD�GHO� SURFpV�� LQGHSHQGHQWPHQW�GH� O·DFWXDFLyGHOV�XVXDULV�,PPHGLDWV��UHWURLQIRUPHQ�GH�PDQHUD�LQVWDQWjQLD�TXDQ�HV�FRPHW�R�HV�GHWHFWD�XQ�HUURU�

� &RP�V·DSOLFD�
��� 3ODQLILFDU�HO� VHUYHL� L� OD�PLOORUD�FRQWtQXD�GHOV�SURFHVVRV��SHU� WDO�GH� VDWLVIHU� OHV�QHFHVVLWDWVGHOV�QRVWUHV�XVXDULV�
��� 'HVHQYROXSDU�O·DFWLYLWDW�GLjULD�FRPSRUWD�O·DSDULFLy�GH�FHUWV�GHIHFWHV�
��� ,GHQWLILFDU� HOV� GLIHUHQWV� WLSXV� G·HUURUV� SHU� VL� VyQ�� REOLWV�� HUURUV� SHU� GHVFRQHL[HPHQW� RLQH[SHULqQFLD��HUURUV�YROXQWDULV�R�LQWHQFLRQDWV��HWF�
��� $QDOLW]DU�L�GHILQLU�HOV�SUREOHPHV��SHU�WDO�GH�WUREDU�OD�FDXVD�UHDO�L�SUHQGUH�OHV�PHVXUHV�L�HOVPLWMDQV�DGLHQWV�SHU�SRGHU�ORV�HOLPLQDU�R�HYLWDU�
��� 5HYLVDU�L�UHGHILQLU�HOV�SURFHVVRV��SHU�WDO�TXH�QR�WRUQLQ�D�DSDUqL[HU�DTXHVWV�GHIHFWHV�
��� 3UHYHQLU�R�HOLPLQDU�G·RULJHQ�OD�FDXVD�GH�O·HUURU�
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��� 'HWHFWDU�L�UHVROGUH�GH�PDQHUD�VHQ]LOOD�L�LPPHGLDWD�HOV�GHIHFWHV�TXH�DSDUHL[HQ�
��� &RPSURYDU�O·HILFjFLD�GH�OD�LPSODQWDFLy�GHOV�GLVSRVLWLXV�GH�SUHYHQFLy�L�GHWHFFLy�GHO�VLVWHPD3RND�²�<RNH�R��DQWL�HUURUV�

� ([HPSOHV�
&RQQHFWRUV�G·RUGLQDGRUV(Q�OHV�DXOHV�G·LQIRUPjWLFD�XVXDOPHQW�VXFFHHL[�TXH�HV�FRQQHFWHQ�GH�PDQHUD�LQFRUUHFWD�HOV�SHULIqULFV�GHOVRUGLQDGRUV��3HU�WDQW��V·KDQ�GLVVHQ\DW�HOV�FRQQHFWRUV�GH�WDO�PDQHUD�TXH�KL�KD�XQD�SRVVLELOLWDW�~QLFD�GHFRQQHFWDU� FDGD� SHULIqULF�� '·DTXHVWD� IRUPD� V·DVVHJXUD� XQ� FRUUHFWH� IXQFLRQDPHQW� GH� O·HTXLS� L� HVUHGXHL[HQ�HOV�HUURUV�SHU�SDUW�GH�O·XVXDUL�
(OLPLQDU�OD�SRVVLELOLWDW�GH�GHL[DU�HVSDLV�LQFRPSOHWVeV� KDELWXDO� TXH� HQ� DOJXQHV� DFWHV� R� LQIRUPHV� PDQTXLQ� GDGHV� LPSRUWDQWV�� FRP� OD� GDWD�� OD� UHODFLyG·DVVLVWHQWV��O·RUGUH�GHO�GLD�R�HOV�REMHFWLXV�DFRUGDWV��3HU�WDQW��HV�SRW�GLVVHQ\DU�XQ�GLVSRVLWLX�LQIRUPjWLFTXH�HYLWL�O·DFFHSWDFLy�GH�O·DFWD�ILQV�TXH�DTXHVWD�QR�HVWLJXL�GHJXGDPHQW�FRPSOLPHQWDGD�
3XQWXDOLWDW�GHOV�DOXPQHV��WDQFDU�OD�SRUWD�GH�O·DXOD(OV�DOXPQHV�KDQ�G·DUULEDU�D�OHV����pV�XQ�FRVWXP�DUULEDU�PpV�WDUG��HO�´GLVSRVLWLXµ�SRND�\RNH�HQ�DTXHVWFDV�pV�WDQFDU� OD�SRUWD�SHU�HYLWDU� OD�SHUPLVLYLWDW� L�SUREOHPHV�D� O·DXOD��3RGUtHP�RSWDU��SHU�H[HPSOH��SHUWDQFDU�OD�SRUWD�D�OHV������
8V�LQYLWHP�D�FHUFDU�HO�YRVWUHV�SURSLV�H[HPSOHV�
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7Ë&1,&$�

� 4Xq�pV�
eV�XQD�GHVFULSFLy�GH�OHV�DFWLYLWDWV�GHVHQYROXSDGHV�SHU�OHV�SHUVRQHV�HQ�XQD�jUHD�GHWHUPLQDGD�LXQD�YLVXDOLW]DFLy�GH�OHV�LQWHUUHODFLRQV�IXQFLRQDOV�TXH�V·KL�SURGXHL[HQ�

� $SOLFDFLy�
7HQLU�XQD�YLVLy�JOREDO�GH�OHV�SHUVRQHV�TXH�LQWHUYHQHQ�HQ�O·jUHD��GH�OHV�VHYHV�IXQFLRQV�L�GH�OHVLQWHUUHODFLRQV�TXH�HV�SURGXHL[HQ�

� &RP�V·DSOLFD�
��� ,GHQWLILFDFLy�GH�OHV�SHUVRQHV�TXH�LQWHUYHQHQ�HQ�HO�GHVHQYROXSDPHQW�GH�O·jUHD�D�PLOORUDU�
��� &RQqL[HU�OHV�QHFHVVLWDWV�GH�OHV�SHUVRQHV�TXH�SDUWLFLSHQ�HQ�O
jUHD�D�PLOORUDU�
��� ,GHQWLILFDU�L�GHVFULXUH�OHV�DFWLYLWDWV�GHVHQYROXSDGHV��HQ�UHODFLy�D�O·jUHD��SHU�FDGD�SHUVRQD�RIXQFLy��WXWRULD��FRRUGLQDFLy�GH�IRUPDFLy�SURIHVVLRQDO��HWF�
��� 2UGHQDU�L�GLEXL[DU�OHV�IXQFLRQV�R�UHODFLRQV�IXQFLRQDOV�TXH�HV�SURGXHL[HQ�HQWUH�OHV�GLYHUVHVSHUVRQHV�TXH�KL�SDUWLFLSHQ�

� 6LPERORJLD�

SÍMBOL  DE  FUNCIÓ  O  PERSONA

INDICA UNA RELACIÓ FUNCIONAL DIRECTA

INDICA UN RELACIÓ FUNCIONAL INDIRECTA
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���([HPSOHV�GH�GHVFULSFLy�G·DFWLYLWDWV�
)81&,Ð���&225',1$'25�'·)3

$&7,9,7$76��5HODFLRQDGHV�DPE�O·)&7�
6XSHUYLVLy�GH�OHV�DFFLRQV�GHOV�WXWRUV�GH�SUjFWLTXHV�SURIHVVLRQDOV�
&HUFD�G·HPSUHVHV�SHU�UHDOLW]DU�HO�FUqGLW�G·)&7�
$OWUHV�

)81&,Ð���78725,$
$&7,9,7$76��5HODFLRQDGHV�DPE�O·)&7�

,QIRUPDFLy�D�O·DOXPQDW��VREUH�HO�FUqGLW�G·)&7�
3URSRVWD�G·H[WLQFLy�GH�FRQYHQLV�
(ODERUDFLy�GHO��SURJUDPD��GH�O·)&7��OORFV�L�GLVWULEXFLy�KRUjULD�
3URJUDPDFLy�GH�O·HVWDGD�GH�FDGD�DOXPQH�
6HJXLPHQW�L�FRQWURO�GH�O·)&7�
$YDOXDFLy�GHO�FUqGLW�G·)&7�
5HODFLy�DPE�HO�UHVSRQVDEOH�G·)&7�GH�O·HPSUHVD�
$OWUHV�

���([HPSOH��25*$1,*5$0$�)81&,21$/�'(�/$�78725,$�'·(62�48$15($/,7=$�/$�)81&,Ð�'(�&225',1$&,Ð�'(�/·(48,3�'2&(17�
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� 4Xq�pV�
7qFQLFD�GH�FUHDWLYLWDW�HQ�JUXS�TXH�Wp�SHU�REMHFWLX�H[WUDXUH�HO�Pj[LP�QRPEUH�G·LGHHVG·XQ� JUXS� GH� SHUVRQHV� DSURILWDQW� OHV� LQqUFLHV� TXH� HV� SURGXHL[HQ� HQ� XQ� JUXS�� DPEOOLEHUWDW�L�VHQVH�HVWDU�VRWPqV�D�FDS�REOLJDFLy�R�SUHVVLy�
/D� SURGXFFLy� G
LGHHV� HQ� JUXS� pV� VHPSUH� PpV� HIHFWLYD� L� FUHDWLYD� TXH� QR� SDV� ODLQGLYLGXDO�

� $SOLFDFLy�
&HUFDU�OHV�SRVVLEOHV�FDXVHV�G·XQ�SUREOHPD
&HUFDU�OHV�SRVVLEOHV�VROXFLRQV�G·XQ�SUREOHPD

� &RP�V·DSOLFD�
��� (O�FRRUGLQDGRU�GH�OD�UHXQLy�HVFULX�D�OD�SLVVDUUD�HO�WHPDUHVSHFWH�GHO�TXDO�VH�VROÃOLFLWHQ�LGHHV�
��� /ODYRUV�HV�SODQWHJHQ�GLYHUVHV�RSFLRQV�

D�� /D�SOXMD�G·LGHHV�HVSRQWjQLD��DSDUHL[HQ� LGHHV�HQWUH�HOV� UHXQLWV� L�HV�SRGHQ�GLU�XQD�RPpV�LGHHV�SHU�SHUVRQD�L�WRUQ��(O�SUREOHPD�VRO�VHU�TXH�HO�FDUjFWHU�G·DOJXQHV�SHUVRQHV�QRSHUPHW� TXH� DSRUWLQ� LGHHV� DPE� DTXHVWD� WqFQLFD�� eV� DFRQVHOODEOH� SHU� D� JUXSV� UHGXwWVKDELWXDWV�D�FRPSDUWLU�LQIRUPDFLy�
E�� /D� SOXMD� G·LGHHV� RUJDQLW]DGD�� HV� ID� XQD� URGD� GH� WRUQV� HQ� TXq� FDGDVFXQ� DSRUWDRUDOPHQW�L�GH�PDQHUD�FRQVHFXWLYD�XQD�LGHD�DO�JUXS��OD�TXDO�pV�DQRWDGD�SHO�FRRUGLQDGRUD�OD�SLVVDUUD��6L�XQD�SHUVRQD�GH�O·HTXLS�TXDQ�OL�WRFD�QR�Wp�FDS�QRYD�LGHD�HV�FRQWLQXD�ODURGD�ILQV�TXH�QR�KL�KD�FDS�LGHD�PpV�L�HV�SXJXL�UHIOH[LRQDU�DO�UHVSHFWH��(O�IDFLOLWDGRU�IDSDUWLFLSDU�DL[t�D�WRWV�HO�PHPEUHV�GH�O·HTXLS�L�OD�UHJOD�pV�TXH�QR�HV�GLX�UHV�ILQV�TXH�pV�HOWHX�WRUQ�
F� /D�SOXMD�G·LGHHV�RUJDQLW]DGD�DPE�´3RVW�LWµ��FDGDVFXQ�GHOV�SDUWLFLSDQWV�H[SRVD�GHPDQHUD�DQzQLPD�XQD�R�PpV�LGHHV�VREUH�XQ�SDUHU��(O�SDSHUV�V·DJUXSHQ�SHU�DILQLWDW�L�DL[tSDUWLFLSHQ�WRWV��eV�DFRQVHOODEOH�SHU�JDUDQWLU�OD�SDUWLFLSDFLy�GHOV�PHPEUHV�TXDQ�HO�JUXSpV�JUDQ�
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è�$�OD�YLVWD�GH�OHV�LGHHV�GH�OD�UHVWD�GH�PHPEUHV�GHO�JUXS��FDGD�PHPEUH�WUDFWDGH�SHQVDU�HQ�QRYHV�LGHHV
è�&DS�LGHD�HV�FULWLFD�QL�VH�FHQVXUD��O·REMHFWLX�pV�REWHQLU�HO�Pj[LP�QRPEUHG·LGHHV�
è�/HV�LGHHV�DEVXUGHV�VyQ�EHQYLQJXGHV
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� 4Xq�pV�
eV� XQD� WqFQLFD� SHU� RUJDQLW]DU� L� FDWHJRULW]DU� XQ� FRQMXQW� PpV� R� PHQ\V� QRPEUyV� G·LGHHV�RSLQLRQV��H[SHULqQFLHV��HWF��$TXHVW�GLDJUDPD�HV�EDVD�HQ�HO� IHW�GH�TXq�PROWHV� LGHHV�VyQ�DILQVHQWUH�Vt��L�SHU�WDQW�HV�SRGHQ�DJUXSDU�DO�YROWDQW�G
XQHV�TXDQWHV�LGHHV�JHQHUDOV�
eV�FRQHJXW�FRP�HO�PqWRGH�.�L�YD�VHU�GHVHQYROXSDW�HQ������SHO�'U��-LUR�.DZDNLWD��DQWURSzOHJ�DO�-DSy�

� $SOLFDFLy�
4XDQ�OHV�GDGHV�R�SHQVDPHQWV�VyQ�GHVRUGHQDWV��DTXHVW�GLDJUDPD�DMXGD�D�LGHQWLILFDU�PLOORU�HOVSUREOHPHV��DIURQWDU�ORV�GH�OD�PDQHUD�PpV�DGHTXDGD�L�D�RUJDQLW]DU�OHV�LGHHV�R�VROXFLRQV�SHU�D�ODSUHVD�GH�GHFLVLRQV�
 
 1RUPDOPHQW�HQ�TXDOVHYRO�SOXMD�G·LGHHV�O·DWHQFLy�HV�FHQWUD�HQ�GRV�R�WUHV�WHPHV�SULQFLSDOV�
 
� &RP�V·DSOLFD�
���´3OXMD�G·LGHHVµ�VREUH�HO�WHPD�FRQVLGHUDW��(O�UHVXOWDW�HV�XQD�OOLVWD�G·LGHHV�R�RSLQLRQV��R�EpFRQMXQW�GH�WDUJHWHV�RQ�HV�UHFXOOHQ�FDGDVFXQD�
���(Q�HTXLS��RUJDQLW]DFLy�GH�OHV�LGHHV�R�RSLQLRQV�SHU�DILQLWDW�L��FUHDFLy�G·HQFDSoDODPHQWV�TXHFDSWXULQ�OD�UHODFLy�HVVHQFLDO�GHO�JUXS�G·LGHHV�
���&RQWUDVWDFLy�GHO�GLDJUDPD�SHU�XQD�SHUVRQD�H[WHUQD�DO�JUXS�

� 5HSUHVHQWDFLy�

Tema considerat

Idea grup Idea grup Idea grup

IdeaIdea Idea IdeaIdeaIdeaIdeaIdea



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 28

7Ë&1,&$�
927$&,Ð�321'(5$'$

� 4Xq�pV�
eV�XQD� WqFQLFD�GH�SULRULW]DFLy�HQ�JUXS�G·LGHHV�DPE� O·REMHFWLX�GH�JDUDQWLU� OD�Pj[LPDDGKHVLy�GH�O·HTXLS�DOV�UHVXOWDWV
&RQVLGHUD�TXH�O·HILFjFLD�G·XQD�LGHD�pV�

(ILFjFLD�G·XQD�LGHD� �4XDOLWDW�GH�OD�LGHD��$GKHVLy�GH�O·HTXLS�D�OD�LGHD

� $SOLFDFLy�
��� 3ULRULW]DFLy��HQ�JUXS�GH�OHV�FDXVHV�G·XQ�SUREOHPD
��� 3ULRULW]DFLy�HQ�JUXS�GH�OHV�SRVVLEOHV�VROXFLRQV�D�XQ�SUREOHPD

� &RP�V·DSOLFD��
$� SDUWLU� G·XQD� OOLVWD� G·LGHHV� �FDXVHV�� VROXFLRQV�� HWF��� HV� SURFHGHL[� GH� OD� VHJ�HQWPDQHUD�
���(V�GHILQHL[HQ�HOV�FULWHULV�GH�SXQWXDFLy
���&DGD�XQ�GHOV�PHPEUHV�VHOHFFLRQD�OHV���LGHHV�TXH�PpV�OL�DJUDGLQ��L�SRVWHULRUPHQW�SXQWXD�OHV�LGHHV�GH�OD�VHJ�HQW�PDQHUD�

��SXQWV�D�OD�TXH�OL�VHPEOD�OD�PLOORU�LGHD��SXQWV�D�OD�VHJRQD�PLOORU�LGHD��SXQWV�D�OD�WHUFHUD��SXQWV�D�OD�TXDUWD��SXQW�D�O·~OWLPD�GH�OHV�VHOHFFLRQDGHV
��� $� FRQWLQXDFLy�� FDGD� PHPEUH� FRPXQLFD� DO� FRRUGLQDGRU� OD� VHYD� YRWDFLy� L� HOFRRUGLQDGRU�YD�DQRWDQW�FDGD�SXQWXDFLy�DO�FRVWDW�GH�FDGD�LGHD
���/ODYRUV��SHU�D�FDGD�LGHD�
- 6H�VXPHQ�HOV�SXQWV�TXH�KD�REWLQJXW��1RPEUH�GH�SXQWV�
- (V�FRPSWD�TXDQWV�PHPEUHV�GH�O·HTXLS�O·KDQ�YRWDW���1RPEUH�GH�YRWDQWV�
(V�FDOFXOD�OD�SXQWXDFLy�WRWDO�GH�FDGD�LGHD
- 3XQWXDFLy�WRWDO�GH�OD�LGHD� �1RPEUH�GH�SXQWV�GH�OD�LGHD�1RPEUH�GH�YRWDQWV



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 29

���6·RUGHQHQ�OHV�LGHHV�GH�PDMRU�D�PHQRU�SXQWXDFLy�WRWDO

� ([HPSOH��
,GHD 9RWDFLy

6U��5XL]
9RWDFLy
6U��9DOOV

9RWDFLy
6U�
3RQV

1~PHUR
SXQWV

1~PHUR
YRWDQWV

3XQWXDFLy
WRWDO

2UGUH

0DQFD�G¶HVSDL
%'�QR�GLVSRQLEOH
3RF�UHVSHFWH�D�OHV�QRUPHV
)DOWD�FULWHULV�KRPRJHQLV
0DQFD�GHILQLFLy�GH
UHVSRQVDEOHV
7UDPHVHV�PDO�GLULJLGHV
0DQFD�GH�SODQLILFDFLy
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*��$�OD�YLVWD�GH�OD�YRWDFLy�SRQGHUDGD�DQWHULRU��HV�SRW�FRQFORXUH�TXH�HO�JUXSFRQVLGHUD�TXH�OHV���FDXVHV�PpV�LPSRUWDQWV�GHO�SUREOHPD�VyQ�
���0DQFD�G·HVSDL
���%DVH�GH�GDGHV�QR�GLVSRQLEOH
���0DQFD�GH�GHILQLFLy�GH�UHVSRQVDEOHV



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 30

7Ë&1,&$�
,2/

� 4Xq�pV���
eV�XQD�WqFQLFD�TXH�DMXGD�D�GHILQLU�FRUUHFWDPHQW�XQ�SUREOHPD
8Q�SUREOHPD�pV�XQD�GLIHUqQFLD�HQWUH�´(/�48(�+$85,$�'(�6(5µ�L�´(/�48(�e6µ

8Q�SUREOHPD� VHPSUH� V·KD�GH�GHILQLU� FRP�DTXHVWD�GHVYLDFLy� � L�PDL�� FRP� VROHP� IHU�� SHU�XQDFDXVD�

� $SOLFDFLy��
$MXGD�HO�JUXS�D�GHILQLU�FRUUHFWDPHQW�HO�SUREOHPD�TXH�KD�GH�WUHEDOODU

� &RP�V·DSOLFD�
��� 'HWHUPLQDU� � L� PHVXUDU� DTXHVWD� GHVYLDFLy� �TXH� SURGXHL[� XQD� LQVDWLVIDFFLy� HQ� HO� FOLHQW�XWLOLW]DQW�XQV�LQGLFDGRUV�TXDQWLILFDEOHV�L�PHVXUDEOHV�
��� 'HWHUPLQDU�O
REMHFWLX�L�TXDQWLILFDU�OR�PLWMDQoDQW�HOV�PDWHL[RV�LQGLFDGRUV�
��� ,GHQWLILFDU�HOV�OtPLWV�GH�O
HVWXGL��QRUPHV�TXH�FDO�UHVSHFWDU��GLUHFWULXV��PLWMDQV�GLVSRQLEOHV�HWF��
3HU�WDQW��SHU�SODQWHMDU�Ep�XQ�SUREOHPD�FDO�GHILQLU���FRVHV�
,�������,QVDWLVIDFFLy��R�GHVYLDFLy�
2�������2EMHFWLXV��GH�OD�UHVROXFLy�GHO�SUREOHPD�
/��������/tPLWV��L�FRQGLFLRQV�TXH�FDO�UHVSHFWDU�

í
³HO�TXH�KDXULD�GH

VHU´

³HO�TXH�pV´

'(69,$&,Ï



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 31

&DO�UHFRUGDU�VHPSUH�TXH�

�8Q�SUREOHPD�EHQ�SODQWHMDW�pV�XQ�SUREOHPD�PLJ�UHVROW�

� ([HPSOH�
�(O�WHUPLQL�HQWUH�O
HQYLDPHQW��SHU�SDUW�GH�O·HPLVVRU���L�HO�OOLXUDPHQW��DO�GHVWLQDWDUL��GHOFRUUHX�LQWHUQ�pV�GH���GLHV�L�KDXULD�GH�VHU�G·���GLD�

�(VWj�SUHYLVW�TXH�OHV�SURJUDPDFLRQV�HV�OOLXULQ�DEDQV�G·LQLFL�GHO�FXUV�DFDGqPLF��/DYHULWDW�pV�TXH�D�GDWD�GH����GH�6HWHPEUH�QRPpV�WHQLP�HO�����

�(O�SURFHGLPHQW�GH�UHVROXFLy�GH�TXHL[HV�GHWHUPLQD�TXH�HO�WHUPLQL�GH�UHVSRVWD�G·XQDTXHL[D�QR�SRW�VHU�VXSHULRU�D����GLHV�GHV�GH�OD�GDWD�G·HQWUDGD�D�VHFUHWDULD��QR�REVWDQW��ODUHDOLWDW�pV�GH����GLHV�HQ�OD�PDMRULD�GH�FDVRV�

"EL QUE ÉS" "EL QUE HAURIA
DE SER"



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 32

7Ë&1,&$�
��35(*817(6

� 4Xq�pV���
eV�XQD�WqFQLFD�TXH�DMXGD�D�VHU�VLVWHPjWLF�HQ�OD�UHFROOLGD�L�OD�FUtWLFD�GH�OHV�GDGHV�UHIHUHQWV�D�XQWHPD
5(&23,/$&,Ð�'(�'$'(6� &5Ì7,&$�'(�/(6�'$'(6

48Ë�HV�ID�"
48,�KR�ID"
21�HV�ID"
48$1�HV�ID" í�� 3(5�48Ë"
48$17(6�9(*$'(6�HV�ID"
&20�HV�ID"

� $SOLFDFLy��
5HFROOLU�GDGHV�UHIHUHQWV�D�XQ�SUREOHPD
5HFROOLU�GDGHV�UHIHUHQWV�D�XQ�SURFpV

� &RP�V·DSOLFD��
3ODQWHMDU�OHV�SUHJXQWHV�VLVWHPjWLFDPHQW�D�IL�GH�QR�REOLGDU�FDS�LQIRUPDFLy�LPSRUWDQW



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 33

(V�WUDFWD�G·REWHQLU�LQIRUPDFLy�GH�

4Xq"����ê���4XLQHV�WDVTXHV�HV�UHDOLW]HQ"
4XL"�����ê���4XLQHV�SHUVRQHV�IDQ�FDGD�WDVFD"
2Q"�����ê���(Q�TXLQD�XQLWDW�HQ�TXLQ�'HSDUWDPHQW�HV�ID�FDGD�WDVFD"
4XDQ"���ê���0RPHQW�HQ�TXq�HV�UHDOLW]D�OD�WDVFD"
4XDQWHV�YHJDGHV"��ê���4XDQWHV�YHJDGHV�HV�ID�FDGD�WDVFD"
&RP"����ê���4XLQ�PqWRGH�L�TXLQV�PLWMDQV�HV�IDQ�VHUYLU�SHU�IHU�FDGD�WDVFD"

,�GH�SUHJXQWDU�VH�HO�SHUTXq�

4Xq"����ê���eV�~WLO�O·RSHUDFLy"�eV�LQGLVSHQVDEOH�IHU�OD"
4XL"�����ê���3HU�TXq�DTXHVWD�SHUVRQD"�+R�SRGULD�IHU�DOJXQD�DOWUD"
2Q�"�����ê���3HU�TXq�HV�ID�HQ�DTXHVWD�XQLWDW"��6HULD�FRQYHQLHQW�IHU�KR�HQ�XQD�DOWUD"
4XDQ"���ê���3HU�TXq�HV�ID�HQ�DTXHVW�PRPHQW"��(V�SRW�IHU�HQ�SDUDOÃOHO�DPE�XQD�DOWUDWDVFD"
4XDQWHV�YHJDGHV"��ê���3HU�TXq�HV�ID�DPE�DTXHVWD�IUHT�qQFLD�L�GXUDFLy"
&RP"����ê���3RGULD�VHU�PLOORU�FDQYLDU�O·RUGUH�GH�OHV�IDVHV"��(V�SRGULD�VHJXLU�XQ�DOWUHPqWRGH�RSHUDWLX"�(OV�PLWMDQV�HPSUDWV�VyQ�HOV�DGHTXDWV"

([HPSOHV�$TXHVWD�PHWRGRORJLD�HV�SRW�DSOLFDU�
- 3URJUDPDFLy�DQXDO�GHO�&HQWUH
- $JHQGD�GHO�&RRUGLQDGRU�D�GH�4XDOLWDW
- 5HXQLRQV�G¶(TXLSV�GRFHQWV��'HSDUWDPHQW«



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 34

7Ë&1,&$��
/·(175(9,67$

� 4Xq�pV���
7qFQLFD� TXH� FRQVLVWHL[� D� UHFRSLODU� LQIRUPDFLy� SDUODQW� DPE� OD� SHUVRQD� TXH� Wp� DTXHVWDLQIRUPDFLy�

� $SOLFDFLy���
(QWUHYLVWD�DOV�FOLHQWV��YHXUH�QRWD�SjJLQD����G·XQ�SURFpV�VHUYHL�SHU�FRQqL[HU�TXLQHV�VyQ� OHV�VHYHVQHFHVVLWDWV�L�H[SHFWDWLYHV�
(QWUHYLVWDU�OHV�SHUVRQHV�TXH�LQWHUYHQHQ�HQ�HO�SURFpV�SHU�FRQqL[HU�TXLQHV�VyQ�OHV�IDVHV�R�HWDSHVG·DTXHVW�SURFpV�

� &RP�V·DSOLFD���
���35(3$5$5�/·(175(9,67$
��3UHSDUDU�XQ�T�HVWLRQDUL�SHU�VHJXLU�DO�OODUJ�GH�O·HQWUHYLVWD
��&RQFUHWDU�OD�GDWD�L�O·KRUD��&DO�HYLWDU�HOV�GLHV�L�OHV�KRUHV�SXQWHV�GH�WUHEDOO
��&RQFUHWDU�HO�OORF��pV�SUHIHULEOH�TXH�OHV�HQWUHYLVWHV�HV�UHDOLW]LQ��DO�PDWHL[�OORF�GH�WUHEDOO��SHUSRGHU�DSRUWDU�PpV�GDGHV�

���5($/,7=$5�/·(175(9,67$
��([SOLFDU�D�O·HQWUHYLVWDW�TXLQ�pV�HO�PRWLX�L�OD�ILQDOLWDW�GH�O·HQWUHYLVWD��L��LQWHQWDU�FUHDU�XQFOLPD�FRUGLDO�DPE�O·HQWUHYLVWDW
��&RPHQoDU�SHU�T�HVWLRQV�REHUWHV�L�IHU�OHV�SURJUHVVLYDPHQW�PpV�WDQFDGHV
��'LULJLU�O·HQWUHYLVWD�VHJXLQW�HO�T�HVWLRQDUL�HODERUDW�D�OD�IDVH�GH�SUHSDUDFLy
��2EWHQLU�FzSLHV�GHOV�LPSUHVRV�XWLOLW]DWV��VL�pV�QHFHVVDUL�
��3UHQGUH�QRWHV�DO�OODUJ�GH�O·HQWUHYLVWD�SHU�WDO�GH�QR�REOLGDU�UHV

���3$66$5�$�1(7�/(6�127(6�'(�/·(175(9,67$
��)HU�KR�DO�PpV�DYLDW�SRVVLEOH�GHVSUpV�G·KDYHU�DFDEDW�O·HQWUHYLVWD��SqUGXD�G·LQIRUPDFLy�
��5HSDVVDU�OD�FRKHUqQFLD�GH�OHV�QRWHV



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 35

- 6L�HQ�UHSDVVDU�OHV�QRWHV�HV�GHWHFWD�OD�IDOWD�G·DOJXQD�LQIRUPDFLy�LPSRUWDQW��FDO�FRQWDFWDUDPE�O·HQWUHYLVWDW�L�REWHQLU�DTXHVWD�LQIRUPDFLy
��� $1/,6,�'(�/·(175(9,67$
- 6·KD�GH�FRQWHPSODU�OD�SRVVLELOLWDW�GH�GHVYLDFLRQV�HQ�XQ�WHPD�SURGXFWH�GH�OHV�LPSUHVVLRQVSHUVRQDOV��(Q�DTXHVW�VHQWLW��XQD�ERQD�VROXFLy�pV�OD�G·HQWUHYLVWDU�GLIHUHQWV�SHUVRQHV�OHVTXDOV�HO�WHPD�OHV�DIHFWL�GLUHFWDPHQW�L�GH�PDQHUD�VLPLODU��SHU�H[HPSOH��UHVSRQVDEOHV�G·XQSURFpV�



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 36

7Ë&1,&$�
',$*5$0$�'(�3$5(72

9,/)5('2�3$5(72��V��;,;��YD�IRUPXODU��DTXHVWD�OOHL�L�OD�YD�DSOLFDU�D�OD�UHFDSWDFLyG·LPSRVWRV��WDPEp�HV�FRQHL[�FRP�/OHL�$%&��

� 4Xq�pV��
eV�XQD�OOHL�HPStULFD�TXH�GLX�TXH�QRUPDOPHQW�HO�����GH�OHV�FDXVHV�JHQHUD�HO�����GHOV�HIHFWHV

� $SOLFDFLy��
eV�XQ�LQVWUXPHQW��SHU�GHWHUPLQDU�SULRULWDWV
6L�HOLPLQHP�HO�����GH�OHV�FDXVHV�DFRQVHJXLUHP�HOLPLQDU�HO�����GHOV�SUREOHPHV
/·HTXLS�SRW�REWHQLU�HOV�Pj[LPV�UHVXOWDWV�HQ�HO�PtQLP��GH�WHPSV�VL�VH�FHQWUD�HQ�DTXHVW�����GHOHV�FDXVHV

=21$� $�� 3248(6� &$86(6� 3(5Ò� 48(� *(1(5(1� /$� 0$-25� 3$57� '(/6352%/(0(6
(/�*583�'(�48$/,7$7�+$�'·�,'(17,),&$5�/(6�&$86(6�'(�/$�=21$�$�,

&(175$5�6·+,

� &RP�V·DSOLFD��
��� /OLVWDU�OHV�FDXVHV�L�DJUXSDU�OHV�TXH�WHQHQ�XQ�VHQWLW�VLPLODU
��� 2EWHQLU�HOV�SHUFHQWDWJHV��IUHT�qQFLD��GH�FDGD�FDXVD

������� �$ ������� �%&

��&$86(6

� (55256

20%

80 %



7qFQLTXHV�GH�WUHEDOO�GHOV�HTXLSV�GH�PLOORUD�GH�OD�TXDOLWDW

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 37

��� &UHDU�OD�FDWHJRULD�´$OWUHV�FDXVHVµ�TXH�HQJOREL�OHV�FDXVHV�TXH�QR�HV�SXJXLQ�DJUXSDU�DPEG·DOWUHV�L�TXH�WLQJXLQ�XQD�IUHT�qQFLD�PROW�EDL[D
��� 2UGHQDU�OHV�FDXVHV�GH�PDMRU�D�PHQRU�IUHT�qQFLD
��� &DOFXODU�HO���DFXPXODW�GH� UHFODPDFLRQV�HQ�FDGD�FDXVD� ���GH� UHFODPDFLRQV�RULJLQDW�SHUDTXHVWD�FDXVD�L�WRWHV�OHV�DQWHULRUV�

� ([HPSOH��
´�&$86(6�'·�,16$7,6)$&&,Ð�'(/6�$/801(6�'(/�&856��;µ

/HV�FDXVHV�GH�OD�]RQD�WUDPDGD�VyQ�OHV�FDXVHV�GH�WLSXV�$

o�/OLVWD�GH�FDXVHV���
&DXVHV�� �

YHJDGHV
'RFXPHQW��PDOD

TXDOLWDW
3RFD�GRFXPHQWDFLy
$XOHV�PDVVD�SHWLWHV
)DOWD�PLWMDQV
DXGLRYLVXDOV
3RFV�H[HUFLFLV�SUjFWLFV
([HUFLFLV�PDVVD�WHzULFV
'XUDFLy�LQVXILFLHQW
0DVVD��IUDJPHQWDW
3RF�SDUWLFLSDWLX
3RF�UHVSHFWH�DOV�KRUDULV
727$/

���
��
��
��
���
����
��
���
���
���
�����

o�(ODERUDFLy�WDXOD�SHU�LGHQWLILFDU�=RQD�$
1~P ��FDXVHV

DFXP�
&DXVD )UHT )UHT�

DFXP�

�
�
�
�
�
�
�
�
�
��

����
����
����
���
����
����
����
����
����
�����

3RFV��H[HUFLFLV�SUjFWLFV
([HUFLFLV�PDVVD�WHzULFV
'XUDFLy�LQVXILFLHQW
0DVVD�)UDJPHQWDW
3RF�SDUWLFLSDWLXV
3RF�UHVSHFWH�DOV
KRUDULV
3RFD�GRFXPHQWDFLy
'RFXPHQW��PDOD�TXDO�
)DOWD�PLWMDQV
DXGLRYLVXDOV
$XOHV�PDVVD�SHWLWHV

����
����
���
���
���
���
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���
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4XDOLWDW�L�PLOORUD�FRQWtQXD��0HWRGRORJLD

p�q�r�s�q�t	u�v�t�w�v�x�s�y z�w�u�v�p�y t�t�{�|�q�u�v�x�s�q�t�y�} q�}"~ 38

7Ë&1,&$�

´',$*5$0$�'·,6+,.$:$µ�2�'·(63,1$�'(�3(,;

� 4Xq�pV�
eV�OD�UHSUHVHQWDFLy�JUjILFD��RUGHQDGD�L�VLVWHPjWLFD�TXH�PRVWUD�OD�UHODFLy�HQWUH�XQ�SUREOHPD�LOHV� VHYHV� FDXVHV�� 7DPEp� HV� GHQRPLQD� GLDJUDPD� G
,VKLNDZD�� HQ� KRQRU� DO� VHX� FUHDGRU�� HOSURIHVVRU�.$2858�,6+,.$:$��SLRQHU�GHOV�SULPHUV�JUXSV�GH�TXDOLWDW���R�HVSLQD�GH�SHL[��SHUOD�VHYD�IRUPD�

� $SOLFDFLy�
$MXGD�O·HTXLS�D�LGHQWLILFDU�L�FODVVLILFDU�OHV�FDXVHV�G·XQ�SUREOHPD
)DFLOLWD�HO�WUHEDOO�HQ�JUXS��HV�FRPSOHPHQWD�DPE�DOWUHV�WqFQLTXHV�GH�FUHDWLYLWDW�HQ�JUXS�

� &RP�V·DSOLFD�
���&HQVXUDU�OHV�SRVVLEOHV�FDXVHV��PLWMDQoDQW�XQD�´SOXMD�G·LGHHVµ�
���6LWXDU�HO�SUREOHPD��O·()(&7(��D�OD�SDUW�GUHWD�GHO�SDSHU
���'LEXL[DU�OHV�OtQLHV�GH�FDGD�WLSXV�GH�&$86$
���3HQVDU�HQ�WRWHV�OHV�SRVVLEOHV�&$86(6�GH�FDGD�WLSXV�L�VLWXDU�OHV�DO�JUjILF

&DXVD�� &DXVD��

&DXVD�� &DXVD��

(;326,&,Ð1'(/�352%/(0$

3RVLEOH�FDXVD (IHFWR
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7LSXV�GH�FDXVHV�
3HUVRQHV���������í�&DXVHV�UHODFLRQDGHV�DPE�OHV�SHUVRQHV�TXH�SDUWLFLSHQ�HQ�HO�SURFpV

��SHU�H[���EDL[D�DSWLWXG��SRFD�IRUPDFLy��GHVPRWLYDFLy��HWF��
0HWRGRORJLD���í�&DXVHV�UHODFLRQDGHV�DPE�OD�PHWRGRORJLD�GH�WUHEDOO�HPSUDGD�HQ�HO�SURFpV

�SHU�H[���SURFHGLPHQW�LQFRUUHFWH��PDQFD�GH�GHILQLFLy�GHO�SURFHGLPHQW��HWF��
(OHPHQWV�R�VXEMHFWHV��í�&DXVHV�UHODFLRQDGHV�DPE�WRW�WLSXV�GH�PDWHULDO�TXH�V
XWLOLW]L
�6REUH�HOV�TXDOV�V·DFWXD�������SHU�H[���DOXPQDW��FODXVWUH��HWF��
,QIUDVWUXFWXUD����í��&DXVHV�UHODFLRQDGHV�DPE�OD�LQIUDVWUXFWXUD�YLQFXODGD
2�HTXLSDPHQWV��������SHU�H[���DXOHV��WDOOHUV��ODERUDWRULV��HWF��
(QWRUQ�R���������í��&DXVHV�UHODFLRQDGHV�DPE�O·HQWRUQ
&LUFXPVWjQFLHV�������SHU�H[HPSOH��VRUROO�H[FHVVLX��PDVVD�GLVSHUVLy��HVWLX��HWF��

���&RPSURYDU�OHV�FDXVHV
9HXUH�VL�DFWXDQW�VREUH�OD�FDXVD�V·HOLPLQD�R�HV�UHGXHL[�O·HIHFWH

� ([HPSOH�

PROFESSORAT

)81&,21$0(17
'(�/$�&/$66(

INFRASTRUCTURA O
EQUIPAMENTS

ALUMNAT

METODOLOGIAENTORN O
CIRCUMSTÀNCIES
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7Ë&1,&$�

5(35(6(17$&,216�*5),48(6�'(�'$'(6

� 4Xq�pV���
&RQVLVWHL[�D�SUHVHQWDU�GH�PDQHUD�JUjILFD�OHV�GDGHV�SHU�WDO�TXH�DPE�XQ�FRS�G·XOO�VHQ·REWLQJXL�OD�Pj[LPD�LQIRUPDFLy�

� $SOLFDFLy��
5HSUHVHQWDFLy�GH�O·HYROXFLy�G·XQ�LQGLFDGRU5HSUHVHQWDFLy�GH�OHV�IUHT�qQFLHV�GH�OD�FDXVD�G·XQ�SUREOHPD
(Q�JHQHUDO��TXDOVHYRO�SUHVHQWDFLy�GH�GDGHV

� &RP�V·DSOLFD��

4�+LVWRJUDPHV�SHU�UHSUHVHQWDU�TXDQWLWDWV

4�3DVWLVVRV�SHU�UHSUHVHQWDU�SHUFHQWDWJHV

Dpto. X

Dept. Y
(50%)

Nre. reclamacions

Dept. X i Dept. Y

120

110

Dept.
X
(25%)

Dept. Z
(25%)

�3HUFHQWDWJH� GH� UHFODPDFLRQV� GH
FDGD� GHSDUWDPHQW� UHVSHFWH� GHO
WRWDO

�1RPEUH� GH� UHFODPDFLRQV� SHU
GHSDUWDPHQW
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4�&RUEHV�SHU�UHSUHVHQWDU�HYROXFLRQV

1RPEUH�GH
TXHL[HV

�����������������������

���
���
���
��

�(YROXFLy� GHO� QRPEUH� GH� TXHL[HV� DO
OODUJ�GHOV�~OWLPV�DQ\V
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7Ë&1,&$�
´%(1&+0$5.,1*µ

� 4XH�pV�
&RQVLVWHL[�D�FRPSDUDU�HOV�SURSLV�SURFHVVRV�DFWLYLWDWV�DPE�HOV�G·DOWUHV�RUJDQLW]DFLRQVTXH�VyQ�UHFRQHJXGHV�FRP�OHV�TXH�KR�IDQ�PLOORU�SHU�DSOLFDU�OHV�D�OD�SUzSLD�RUJDQLW]DFLy

+L�KD���WLSXV�GLIHUHQWV�GH�EHQFKPDUNLQJ��
¬�&RPSHWLWLX�ï��DQDOLW]DU�OD�PDWHL[D�IXQFLy�SURFpV�DFWLYLWDW�DPE�XQD�DOWUH�,(6�H[HPSOH��YHXUH�FRP�DOWUHV�FHQWUHV�RUJDQLW]HQ�OHV�DFWLYLWDWV�GHSURPRFLy��GLIXVLy�L�LQIRUPDFLy�D�O
HQWRUQ�GHO�FHQWUH�
�)XQFLRQDO����ï��FRPSDUDU�OD�PDWHL[D�IXQFLy�SURFpV�DFWLYLWDW�DPE�XQD�DOWUDRUJDQLW]DFLy�TXH�QR�VLJXL�XQ�,(6�H[HPSOH��DQDOLW]DU�HO�SURFpV�G
RULHQWDFLy�DOV�DOXPQHV�TXH�IDQ�OHVXQLYHUVLWDWV�
®�,QWHUQ���������ï��FHUFDU�L�FRPSDUDU�DPE�OD�PLOORU�SUjFWLFD�GLQV�GH�OD�PDWHL[D�LQVWLWXFLy�H[��SURFpV�G·LQIRUPDFLy�DOV�HVWXGLDQWV�GH�OHV�VHYHV�QRWHV�
¯�*HQqULF������ï���TXDQ�HV�UHDOLW]D�XQ�EHQFKPDUNLQJ�FRPSHWLWLX��IXQFLRQDO�L�LQWHUQ�GHPDQHUD�VLPXOWjQLD

/D�LGHD�EjVLFD�GHO�EHQFKPDUNLQJ�pV�
´1R�FDO�LQYHUWLU�D�LQYHQWDU�HO�TXH�MD�HVWj�LQYHQWDWµ

� $SOLFDFLy�
&HUFD�GH�VROXFLRQV�D�XQ�SUREOHPD'LVVHQ\�GH�SURFHVVRV�DGPLQLVWUDWLXV

� &RP�V·DSOLFD�
(O�SURFpV�GHO�EHQFKPDUNLQJ�FRQVWD�GH�OHV�VHJ�HQWV�IDVHV�
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���,'(17,),&$5�48Ë�(6�&203$5$5
&DO�HVSHFLILFDU�TXLQHV�VyQ�OHV�DFWLYLWDWV��HOV�SURFHVVRV�L�HOV�SURGXFWHV�QRVWUHV�TXHYROHP�FRPSDUDU�DPE�HOV�G·DOWUHV�RUJDQLW]DFLRQV

���,'(17,),&$5�$0%�48,�(6�&203$5$5
&DO�UHFRSLODU�LQIRUPDFLy�SHU�WDO�GH�VDEHU�TXLQHV�RUJDQLW]DFLRQV�VyQ�OHV�TXH�WHQHQPLOORU�UHVROW�HO�WHPD�TXH�DQDOLW]HP
5HFRUGHP�TXH�HQV�SRGHP�FRPSDUDU�DPE��

4�DOWUHV�RUJDQLW]DFLRQV�GH�OD�FRPSHWqQFLD
4�DOWUHV�RUJDQLW]DFLRQV�TXH�QR�VyQ�GH�OD�FRPSHWqQFLD
4�GLQV�OD�SUzSLD�RUJDQLW]DFLy

���'(7(50,1$5�(/�0Ë72'(�'(�5(&2//,'$�'(�'$'(6��,�5(&2//,5�/(6
- &RQWDFWDU�SHU�WHOqIRQ�DPE�O·KRPzOHJ��GH�O·RUJDQLW]DFLy�TXH�V·KD�GH�FRPSDUDU
- ([SRVDU�OL�HOV�REMHFWLXV
- 3UHJXQWDU�TXq�IDQ��TXL�KR�ID��FRP�KR�IDQ��TXq�KD�WLQJXW�q[LW��HWF�
- (Q�JHQHUDO��L�GLQV�GH�O·jPELW�GH�O·$GPLQLVWUDFLy�S~EOLFD��KL�KD�XQD�ERQDSUHGLVSRVLFLy�GH�O·RUJDQLW]DFLy�OtGHU�SHU�H[SRVDU�HOV�VHXV�VLVWHPHV�PqWRGHV�GHWUHEDOO

���$9$/8$5�/(6�62/8&,216�'(/6�$/75(6
0LUDU�VL�OD�VROXFLy�pV�DGDSWDEOH�D�OD�SUzSLD�RUJDQLW]DFLy�L�DYDOXDU�QH�HOV�DYDQWDWJHV�L�HOVGHVDYDQWDWJHV
$�SDUWLU�GH�OHV�VROXFLRQV�YLVWHV��SHQVDU�HQ�DOWUHV�SRVVLEOHV�VROXFLRQV�LQWHUHVVDQWV

´%(1&+0$5.,1*��&203$5$5�6(�$0%�(/6�0,//256µ
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7Ë&1,&$�
',$*5$0$�'(�)/8;

� 4Xq�pV���
eV�XQD�UHSUHVHQWDFLy�JUjILFD�G·XQ�SURFpV�HQ�OD�TXDO�HV�YLVXDOLW]D�TXLQV�VyQ�OHV�XQLWDWV�RSHUVRQHV� TXH� LQWHUYHQHQ�� TXLQHV� WDVTXHV� UHDOLW]D� FDGDVF~� L� TXLQ� pV� HO� IOX[� GHOVGRFXPHQW�HQWUH�OHV�XQLWDWV

� $SOLFDFLy��
7HQLU�XQD�YLVLy�JOREDO�L�~QLFD�GHO�SURFpV�SHU�SDUW�GHOV�LQWHJUDQWV�GH�O·HTXLS
(QV� IDFLOLWD� O·DSRUWDFLy�G·LGHHV�GH�PLOORUD�HQ�XQD�SDUW� FRQFUHWD�R�HQ� OD�JOREDOLWDW�GHOSURFpV

� &RP�V·DSOLFD��

���,GHQWLILFDU�O·LQLFL�L�OD�IL�GHO�SURFpV��L�LGHQWLILFDU�FOLHQWV�L�SURYHwGRUV�GHO�SURFpV�
���&HQVDU�WRWHV�OHV�WDVTXHV�TXH�HV�UHDOLW]HQ�SHU�FRQYHUWLU�O
LQSXW�HQ�RXWSXW
���'LYLGLU�HO�IXOO�HQ�FROXPQHV��XQD�SHU�FDGD�XQLWDW�TXH�LQWHUYp�HQ�HO�SURFpV�
���3RVDU�HQ�OD�FROXPQD�GH�FDGD�SDUWLFLSDQW�FDGD�XQD�GH�OHV�WDVTXHV�TXH�UHDOLW]D�HQ�XQUHTXDGUH
���8QLU�OHV�WDVTXHV�DPE�IOHW[HV�G·DFRUG�DPE�OD�FURQRORJLD�G·H[HFXFLy�GHO�SURFpV
���3RVDU�D�VREUH�GH�FDGD�IOHW[D�HOV�GRFXPHQWV�TXH�VyQ�O·RXWSXW�GH�O·RSHUDFLy�SUqYLD�LO·LQSXW�GH�OD�SRVWHULRU��G·DTXHVWD�PDQHUD�HV�UHSUHVHQWD�OD�FLUFXODFLy�GH�GRFXPHQWVG·XQD�XQLWDW�D�XQD�DOWUD�

&RQVLVWHL[�D��GLEXL[DU�HO�SURFpV
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6,0%2/2*,$�87,/,7=$'$�(1�(/6�',$*5$0(6�'(�)/8;

6Ë0%2/�'(�&211(;,Ï�'(�&$19,�'(�3¬*,1$

6Ë0%2/�'
(63(5$

6Ë0%2/�'¶$/7(51$7,9$��'(&,6,Ï

6Ë0%2/�'
,1,&,�2�'(�),�'(/�352&e6

6Ë0%2/�'
$5;,8

6Ë0%2/�'(�'2&80(17

6Ë0%2/�'
$&7,9,7$7�2�7$6&$

6�,
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68**(5,0(176�3(5�',%8,;$5�(/�352&e6

*�'(6&5,85(�/$�5($/,7$7��12�/·,'($/�
*�87,/,7=$5�81$�6,0%2/2*,$�(671'$5'
*�3$5/$5�$0%�727(6�/(6�3(5621(6�48(�,17(59(1(1�(1�(/

352&e6

*�9$/,'$5�(/�',$*5$0$�(;326$17�/2�$�/(6�3(5621(6
,03/,&$'(6

*�$1$5�6(*8,17�(/�352&e6�3$6�3(5�3$6��3(5�9(85(�48Ë�(6�)$�(1
&$'$�3$6�
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� ([HPSOH��
',$*5$0$�'(�)/8;3URFpV�GH�UHJLVWUH�G¶XQD�LQVWjQFLD�SHU�SDUWLFLSDU�HQ�XQ�FRQFXUV

Entregar instància
a Concursos

7

SÍ
NO

S'adjunta fotocòpia?
5

Fi registre
10

Recepció
9Instància

Arxiu
8

Fotocòpia

Fer fotocòpia de
la instància

6

Segellar  la instància
4

Instància

Assignar número
d'ordre a la instància

3

Entregar instància
2

Inici
1

6HFFLy�&RQFXUVRV&RQFXUVDQW 5HJLVWUH�*HQHUDO
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7Ë&1,&$�
$9$/8$&,Ð�'(�62/8&,216

� 4Xq�pV�
eV�XQD�WqFQLFD�G·DYDOXDFLy�GH�VROXFLRQV�SHU� WDO�G·HVFROOLU� OD�TXH�FRPSOHL[�PLOORU�XQDVqULH�GH�FULWHULV

� $SOLFDFLy�
6HPSUH�TXH�FDOJXL��WULDU�HQ�JUXS�XQD��VROXFLy�HQWUH�XQ�FRQMXQW�G·DOWHUQDWLYHV�SRVVLEOHV
3HUPHW�HYLWDU�TXH�OHV�GLVFXVVLRQV�HQ�HO�JUXS�D�O·KRUD�GH�WULDU�OD�PLOORU�VROXFLyV·HWHUQLW]LQ

� &RP�V·DSOLFD�
���,GHQWLILFDU�HOV�FULWHULV�GH�YDORUDFLy�GH�OHV�VROXFLRQV
+L�KD���WLSXV�GH�FULWHULV�
Í�2EOLJDWRULV���FULWHULV�TXH�TXDOVHYRO�VROXFLy�WULDGD�KD�GH�FRPSOLU�LPSHUDWLYDPHQW
Í�'HVLWMDEOHV���FULWHULV�TXH�pV�GHVLWMDEOH�TXH�FRPSOHL[L�OD�VROXFLy�WULDGD

���$VVLJQDU�SHVRV�HVSHFtILFV�D�FDGDVFXQ�GHOV�FULWHULV�GHVLWMDEOHV��SHU�H[HPSOH�DPESHUFHQWDWJHV�
���(OLPLQDU�WRWHV�DTXHOOHV�VROXFLRQV�TXH�QR�FRPSOHL[HQ�HOV�FULWHULV�REOLJDWRULV
���$�FRQWLQXDFLy�HV�SXQWXD�FDGD�VROXFLy�UHVSHFWH�D�FDGDVFXQ�GHOV�FULWHULV�GHVLWMDEOHV
3HU�DL[z��SHU�FDGD�FULWHUL�GHVLWMDEOH�HV�ID�HO�VHJ�HQW�

����(V�GHWHUPLQD�TXLQD�VROXFLy�FRPSOHL[�PpV�HO�FULWHUL��L�VH�OL�DVVLJQD�XQDSXQWXDFLy�GH����SHO�TXH�ID�DO�FULWHUL�TXH�HV�FRQVLGHUD�
����'HVSUpV�HV�SXQWXHQ�FRPSDUDWLYDPHQW�OD�UHVWD�GH�VROXFLRQV�UHVSHFWH�DDTXHVW�FULWHUL��SHU�H[HPSOH��VL�OD�VHJ�HQW�VROXFLy�QRPpV�FRPSOHL[�HO�FULWHULOD�PHLWDW�GHOV�FDVRV�TXH�OD�VROXFLy�D�OD�TXDO�VH�OL�KD�DVVLJQDW�XQ�����DTXHVWDHV�SXQWXDUj�DPE�XQ���UHVSHFWH�DO�FULWHUL�HQ�T�HVWLy�

���/D�SXQWXDFLy�GH�FDGD�VROXFLy�V·REWp�IHQW�OD�VXPD��SHU�D�WRWV�HOV�FULWHULV��GHO�SURGXFWHGHO�SHV�GHO�FULWHUL�SHU�OD�SXQWXDFLy�GH�OD�VROXFLy�DO�FULWHUL
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� ([HPSOH�
6XSRVHP�TXH�HO�JUXS�Wp�OD�VHJ�HQW�OOLVWD�GH�VROXFLRQV�DOWHUQDWLYHV�
/OLVWD�GH�VROXFLRQV
6ROXFLy�$
�LPSOLFD�FRQWUDFWDU���SHUVRQD�L�XQD�LQYHUVLy�GH������� �
6ROXFLy�%
�QR�LPSOLFD�FRQWUDFWDU�FDS�SHUVRQD�L�LPSOLFD�XQD�LQYHUVLy�GH������� �
6ROXFLy�&
��LPSOLFD�FRQWUDFWDU���SHUVRQD�L�XQD�LQYHUVLy�GH������� �
6ROXFLy�'
�QR�LPSOLFD�FRQWUDFWDU�FDS�SHUVRQD�L�LPSOLFD�XQD�LQYHUVLy�GH������� �

���(O�JUXS�LGHQWLILFD�HOV�FULWHULV�GH�YDORUDFLy
&ULWHULV�REOLJDWRULV

2���1R�LQFUHPHQWDU�SODQWLOOD�GH�SHUVRQDO
2���1R�LPSOLFDU�LQYHUVLy�!�������

&ULWHULV�GHVLWMDEOHV
'���%DL[�FRVW�G·LPSOHPHQWDFLy'���&XUW�WHUPLQL�G·LPSOHPHQWDFLy

���$VVLJQDU�SHVRV�HVSHFtILFV�D�FDGD�FULWHUL
&ULWHULV�GHVLWMDEOHV

'���%DL[�FRVW�G·LPSOHPHQWDFLy��3HV� �����'���&XUW�WHUPLQL�G·LPSOHPHQWDFLy��3HV� �����

���6·HOLPLQHQ�DTXHOOHV�VROXFLRQV�TXH�QR�FRPSOHL[LQ�HOV�FULWHULV�REOLJDWRULV
/D�VROXFLy�$�QR�FRPSOHL[�HO�FULWHUL�2���SHU�OD�TXDO�FRVD�TXHGD�GHVFDUWDGD/D�VROXFLy�&�QR�FRPSOHL[�QL�HO�FULWHUL�2��QL�HO�2���SHU�OD�TXDO�FRVD�TXHGD�WDPEp�GHVFDUWDGD
���$YDOXDFLy�GH�OHV�VROXFLRQV�UHVSHFWH�DOV�FULWHULV�GHVLWMDEOHV
6XSRVHP�TXH�HO�JUXS�KD�GHFLGLW�TXH�

/D�VROXFLy�%�pV�OD�TXH�FRPSOHL[�PpV�HO�FULWHUL�'������SXQWV��L�OD�VROXFLy�'�HO�FRPSOHL[SURSRUFLRQDOPHQW�HQ�XQ���������SXQWV�
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/D�VROXFLy�'�pV�OD�TXH�FRPSOHL[�PpV�HO�FULWHUL�'������SXQWV��L�OD�VROXFLy�%�HO�FRPSOHL[SURSRUFLRQDOPHQW�HQ�XQ��������SXQWV�

���&DOFXODU�OD�SXQWXDFLy�GH�FDGD�VROXFLy�
&ULWHUL 6ROXFLy�% 6ROXFLy�'

'���%DL[�FRVW
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f�/·~QLFD�PDQHUD�GH�JDUDQWLU�TXH�KHP�VROXFLRQDW�HO�SUREOHPD��HQFDUD�TXH�VLJXLSDUFLDOPHQW��pV�YHXUH�O·HYROXFLy�IDYRUDEOH�GHOV�LQGLFDGRUV�
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$11(;(6
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&XUV����������

$&7$�'(�&2167,78&,Ð�'(�/·(48,3�'(�0,//25$
1RP�GHO�FHQWUH

2EMHFWLX�GH
O·HTXLS�GH�PLOORUD

'DWD�G·LQLFL 'DWD�G·DFDEDPHQW
&DOHQGDUL�GH
UHXQLRQV�SUHYLVW

)DFLOLWDGRU�D
1RP�L�FRJQRPV '1,
(VSHFLDOLWDW�GRFHQW

3$57,&,3$176
1RP�L�FRJQRPV (VSHFLDOLWDW�GRFHQW '1,

BBBBBBBBBBBBBBBBBB��D�BBBB�GH�G·�BBBBBBBBBBBB�GH�����
(O�'LUHFWRU�D�GH�O·,QVWLWXW

1RP�

4XDOLWDW�L�PLOORUD�FRQWtQXD ������� ����� �o� � ¡�� ¢���£ �¤���
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&RPLVVLy�GH�4XDOLWDW,(6 $FWD��GH��UHXQLy(TXLSV�GH�0LOORUD�GH��OD�4XDOLWDW(TXLS�Q~P� 5HXQLy�� 'DWD�

Objectiu de la millora:

5HVSRQVDEOH�GH�OD�GLUHFFLy�

$VVLVWHQWV���
)DFLOLWDGRU�

2UGUH�GHO�GLD��

'HVHQYROXSDPHQW�GH�OD�UHXQLy�

$FRUGV�
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,(6
&RQYRFDWzULD�GH�UHXQLy

(TXLS�GH�0LOORUD�GH��OD�4XDOLWDW
1~P��BBBBB

5HXQLy
Q~P��

'DWD�
BB�BB���

2%-(&7,8

/ORF�GH�OD�UHXQLy
+RUD�G·LQLFL�GH�OD�UHXQLy
+RUD�SUHYLVWD�G·DFDEDPHQW

3HUVRQHV�FRQYRFDGHV )HLQHV�TXH�FDO�SUHSDUDU�DEDQV�GH�OD�UHXQLy

2EMHFWLX�V�HVSHFtILF�V�GH�OD�UHXQLy�

2UGUH�GHO�GLD�GHWDOODW�L�WHPSV�SUHYLVW�SHU�D�FDGD�DVVXPSWH

BBB�G��BBBBBBBB�GH�����
(O�IDFLOLWDGRU�D�GH�O·HTXLS�
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�$QDJUDPD�GHO�FHQWUH�������������������������������������������������������,(6��1RP

44XDOLWDW�L�PLOORUD�FRQWtQXD

�(TXLSV�GH�0LOORUD�GH�OD�4XDOLWDW5HVXP�GHO�7UHEDOO�GH�0LOORUD&XUV��������

�1RP�GH�O¶(TXLS�GH�0LOORUD�
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���6HOHFFLy�GH�O¶jUHD�GH�PLOORUD

( Explicació del com  i el perquè s’ha seleccionat aquesta àrea de millora)

����(TXLS
�1RP�GH�O¶HTXLS��

3DUWLFLSDQWV�

)DFLOLWDGRU�
5HVSRQVDEOH�GH�O¶jUHD�GH�PLOORUD�

�����2EMHFWLX�GH�OD�PLOORUD

�����([SHFWDWLYHV�R�FULWHULV�GH�TXDOLWDW�HVSHUDWV

�����3HUtRGH�GH�WUHEDOO�GH�O
HTXLS

* ¥�¦¨§¤¦�© ª §¤« ¦o¬�¬�ª �®�¯o° §�¦o° ±¤²�³�¯o§�´�®�¯o° §¶µ�¦o· ¯¤§	ª�²¨¦o· ¯o§�®�¸ ±¤³�ª ³�§o© ª © ±o© ´�®�¯o°"µ�· ¹�« ¯¤§�§¤¹o· ¦�©�ªo®�¯o°�µ�¯o· §¤¹o³�¦o°�®�¸ ¦�®�²�ª ³�ª §o© · ¦�¬"ª ¨ª
§¤¯o·»º�¯oª §½¼�±o¯½¾�ª�© · ¯o¿�¦o° ° ¦¤´À¬�¹o²Á© ¦o²�¿�ÂÃ° ¸ ¦�®�¯�¼�±o¦�©	µ�· ¯o§o© ª Ä�ª�ª	ª ²¨¦�© Ä�¯Ã®�¯o°	¬�¯o³�© · ¯Å¯o³Ã° ¦Ã§¤¹�¬�ª ¯�© ¦�©�¼�±o¯Å° ¸ ¯o³�º�¹o° © ¦¤´
§�¸ ¦�¬�¹o³�§¤¯oÄ�±o¯oª Æ�¯o³Ç²�ª © È»¦o³�É�¦o³�©À¯¤°¨° ª ®�¯o· ¦�© Ä�¯ËÊ ®oª · ¯�¬"¬"ª Ç®�¯o°¨¬�¯o³�© · ¯¤´�¬�¹�¹o· ®oª ³�¦�¬�ª Ç®�¯Ç³�ª º�¯o° ° §"´Ì¯�© ¬¤Í Î»´Ì° ¸ ¯o§o© · ¦�© ÏoÄ�ª ¦Çª
µ�° ¦o³�ª « ª ¬�¦o¬"ª �´�° ¦ÐÄ�¯o§¤© ª Ñ®�¯Ò° ¯o§Óµ�¯o· §¤¹o³�¯¤§"´	®�¯o° §Ô· ¯�¬¤±¤· §¤¹¤§Ôª�®�¯o° §Õµ�· ¹o¬�¯o§"§¤¹o§Ð®�¯o°�¬�¯o³�© · ¯�´�¯o° §Ò¼�±o¦o° §Ð¬�¹o³�®�±o¯oª Æ�¯o³o´
« ª ³�¦o° ²¨¯o³�© ´�¬�¦�µÀ¦	° ¸ ¯�Æ�¬�¯o° Ö ° Ïo³�¬"ª ¦¨¯o³¨¯o° §�· ¯o§o±¤° © ¦�© §	¦o¬�¹o³�§¤¯oÄ�±¤ª © §oÍ
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������3URFpV�VHJXLW�SHU�O
�HTXLS�GH�PLOORUD
¶  Anàlisi de l’àrea de millora

· Identificació dels processos, proveïdors i clients que incideixen en l’àrea de millora

¸ Caracterització dels processos de treball

¹ Selecció i definició del problema

º Identificació de les causes del problema

» Identificació i selecció de les solucions

¼ Proposta de les solucions i implementació

Ñ Control i avaluació de la millora

����4XDGUH��UHVXP
3UREOHPD &DXVD�GHOSUREOHPD 6ROXFLySURSRVDGD ,QGLFDGRUVGH�PLOORUD ,PSOHPHQWDFLy 5HVSRQVDEOH &RQWURO

����&RQFOXVLRQV�ILQDOV�GH�O¶HTXLS�GH�PLOORUD

Per a més informació podeu adreçar-vos a: IES$YLQJXGD���&DUUHU&3�3REODFLy7HOqIRQ����������������)D[H�PDLO������������#FHQWUHV�[WHF�HV
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&XUV��������
$&7$�'(�),1$/,7=$&,Ð�'(�/·(48,3�'(�0,//25$

1RP�GHO�FHQWUH

2EMHFWLX�GH
O·HTXLS�GH�PLOORUD

'DWD�G·LQLFL 'DWD
G·DFDEDPHQW

1RPEUH�GH
UHXQLRQV

&DOHQGDUL�GH
UHXQLRQV
UHDOLW]DW

)DFLOLWDGRU�D
1RP�L�FRJQRPV '1,

3$57,&,3$176
1RP�L�FRJQRPV '1,

�6·DGMXQWD�UHVXP�GHO�WUHEDOO�UHDOLW]DW�SHU�O·HTXLS
6·DGMXQWD�UHVXOWDWV�JOREDOV�GH�O·HQTXHVWD�GH�YDORUDFLy�GHOV�SDUWLFLSDQWV

BBBBBBBBBBBBBBBBBB��D�BBBB�GH�G·�BBBBBBBBBBBB�GH�����
(O�'LUHFWRU�D�GH�O·,QVWLWXW�����������������������������(O�IDFLOLWDGRU�D�GH�O·HTXLS�GH�PLOORUD

1RP��������������������������������������������������������������1RP�


