
Elogios

“O que mais admiro no Sergio é que ele fala de CX com o coração e entrega com 
resultados.  Ele vive com verdade o que acredita e  este livro é  o rexeêo dessa 
coerpncia rara. Cada ábgina é o rexeêo da sua alma generosa e do imáacto que 
causa nas áessoas. Essa é a zele”a de se viver o que se ensina.— õSheila Antonioli 
— Head of Customer Happiness — SERPRO

“Este é um livro que comzina com maestria eêemálos do mundo real com eêálicaçíes 
cient,hcas. Comzinando narrativas art,sticas com evidpncias que as sustentamP 
Arte & Negócio: as duas faces de CX é de fbcil leitura e estb áronto áara causar 
um imáacto oáortuno.— õSimon McQueen — CEO — Brainwork Business 
Consulting

“Este livro nos zrinda generosamente com o olâar singular de SérgioP uma áessoa 
árofundamente comárometida e aáaiêonada áelo tema. úor meio de sua narrativa 
suave e equilizradaP  a  ozra aáresenta eêemálos árbticos que tornam a leitura 
envolvente e nos convidam a rexetir  sozre a relev-ncia deste assunto nos dias 
atuais. Sem dMvidaP trataóse de uma leitura indisáensbvel tanto áara os leitores 
mais eêáerientes e admiradores do temaP quanto áara aqueles que estão tendo seu 
árimeiro contato com ele õ certamente todos serão cativados áor sua zrilâante 
azordagem neste livro.— õJosé Mauro Carmo — Deputy Division Head da 
Honda Serviços Financeiros

“Arte & Negócio: as duas faces de CX é a destilação da eêáeripncia Mnica de Sergio 
como eêecutivo. :ais que um manual teAricoP é um roteiro árbtico que desvenda 
uma verdade fundamentalR  arte e negAcioP encantamento e ehcipnciaP  emáatia 
e sustentazilidade não são forças oáostas õ são energias comálementares queP 
quando alinâadasP criam eêáeripncias eêtraordinbrias.— õYoussef A. Youssef — 
Presidente do Chartered Institute of Marketing Management of Ontario
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“O que mais admiro no Sérgio é a caáacidade de transformar teoria em árbtica. O livro 
é um guia de como colocar as eêáectativas do cliente no centroP de maneira simálesP 
reálicbvel e ehca”.— õCaio Davanzo — Sócio e Diretor na Falconi

“Óão é semáre que somos agraciados áor “livros de cazeceira—P aqueles que hcam 
anos e anos ao nosso ladoP como referpnciaP que relemos vbrias ve”es e semáre 
descozrimos novas azordagensj assim é o Arte & Negócio: as duas faces de CX. Com 
sua árofundidade caracter,sticaP !rias nos convida a rexetir e criar eêáeripncias que 
emocionamP hdeli”am e transformam áessoas e organi”açíes frente ao estratégico 
tema da Eêáeripncia do Cliente. …m livro do áresente áara o futuroà.— õLuis 
Guilherme Vilela — Diretor Rodobens S.A.

“O Sergio tem sido um grande áarceiro em aulasP cursos e ároÉetos de CX. Sua áaiêão 
genu,na áelo cliente transáarece em cada ábgina deste livroP conferindoólâe uma 
autenticidade rara e áoderosa. !rias realmente colocou sua alma na ozra õ e issoP 
comzinado a seus muitos anos de eêáeripncia eêecutivaP transforma o livro em uma 
leitura indisáensbvel áara todos que deseÉam se aárofundar no universo da Iestão 
da Eêáeripncia do Cliente.— õCarlos Caldeira, Professor do Insper e sócio da 
KC&D

“Em um cenbrio onde a Necnologia evoluiu e estb redehnindo como âumanos áodem 
colazorar com a inteligpncia artihcial áara transformar a forma de servir ClientesP 
este livro tra” uma contrizuição valiosa áara comáreender o futuro do Customer 
Eêáerience. Sergio aáonta caminâos áara que organi”açíes ofereçam eêáeripncias 
mais áersonali”adasP relevantes e âumanas. …m guia valioso áara l,deres criarem 
eêáeripncias memorbveis áara seus Clientes.— Alcely Barroso — CEO da PRAXXI

“Este livroP escrito áor um alto eêecutivo da aviação áor anosP te levarb literalmente 
Qs nuvens áela insáiraçãoP criatividade e Emoção e áousarb com áragmatismoP 
oáeração e sustentazilidade hnanceira.— õClaudemir Oliveira, PhD — Founder 
& President Seeds of Dreams Institute®

“L imáoss,vel melâorar os resultados de uma emáresa sem cuidar de sua cadeia de 
suárimentos. Essa minâa crença encontrou um eco imediato desde a árimeira 
conversa que tive com o !rias.  Vue zom que ele conseguiu tra”er neste livroP 
num Éusto zalanço de teoria e árbticaP a visão da eêáeripncia como uma eêigpncia 
comáetitiva essencial áara as cadeias de suárimentos.— õFábio Tescari — Prof. 
Operações e Supply Chain no Insper

“Este livro é um áresente raroR une árofundidade árbtica e insáiração âumana. Sergio 
mostra que CX vai além de árocessos õ é culturaP ároáAsito e imáacto. …ma leitura 
essencial áara l,deres que deseÉam transformar negAcios e vidas.— õChristiano Bem 
— Fundador e CEO da Rokkets Group
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“T eêáeripncia do cliente nada mais é que uma eêáeripncia âumana. Esta foi uma 
das frases mais imáactantes que li no livro do Sergio. Essa é a esspncia deste livro 
e coincide com um dos fundamentos da úassos :bgicos. O livro é uma eêcelente 
comáilação de conceitos e técnicasP contada com muitas âistArias e aálicaçíes árbticasP 
mas o que mais gostei foi a ideia de se tratar cada áessoa como yUú )yer‘ Undividual 
úerson’P ou uma áessoa totalmente individualP não como aáenas mais um no meio 
da massaP reconâecendo que as áessoas mudam ao longo do temáo. Como tratamos 
nossas criançasP com individualidade e atençãoP o livro ároáíe uma interface din-micaP 
gerando uma eêáeripncia Atima áara a áessoaP a cada momento.— Dimetri Ivano- — 
CojFundador do Proxeto Passos Mágicos

“Em Arte & Negócio: as duas faces de CXP Sergio mostra que a lealdade do cliente é fruto 
de uma cultura que une emoção e estratégia. Vuando o cliente estb no centro e o 
ároáAsito orienta cada decisãoP a eêáeripncia deiêa de ser transação e se torna relaçãoP 
transformando conhança em lealdade e lealdade em valor que áermanece.— Isabela 
Ferreira — Diretora E<ecutiva de Encantamento de Clientes no Banco BTG

“Fesde o árimeiro susáiroP ao começar a leituraP revivendo âistArias que ouvi ao vivo sozre 
a inf-ncia de Sérgio e sua maior referpncia da cultura do servirP Hseu áaiIP até as férias em 
:iamiP tudo tra” aquela sensação memorbvel de mesclar vivpncia com metodologias. 
SinceramenteP a ozra estb tão zem estruturada que áoderia ser fatiada em diversos 
livros mais curtosP áara degustar e gerar eêcelentes rodas de conversas coráorativas. 
Como entusiasta aáaiêonada áor educaçãoP CXP neurocipncia e melâoria de mundoP 
sinto enorme orgulâo de áoder ter vivido a sensação nozre de ler a ozra antes de 
sua áuzlicação ao mundo. Óão tenâo dMvidas de que se tornarb item de orientaçíes 
internas de muitos negAcios nacionais e internacionais. …m mergulâo intelectual zem 
redigido e recâeado de citaçíes reais áara endossar qualquer discurso de CX dentro dos 
negAcios. Táesar de ter muitos glossbrios e técnicasP é incr,vel como Sérgio conseguiu 
redigir uma ozra que não se torna cansativa. Eu defendo a frase “SeÉa interessado 
áara se tornar interessante— eP sem dMvidasP ele redigiu cada linâa não sA áensando em 
eterni”ar seu conâecimentoP mas com a real intenção de agregar a milâares de vidasP o 
que o tornarb ainda mais interessante a tantos olâosP áorém não de forma áreáotente 
e sim interessada e agregadora.— õCamila Santos — Fundadora e CEO da Cami< 
Customer
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Para meu Pai, que foi a Pólvora…
Para Fabiana, que é a Chama…

E para Bruna, Isabela e Henrique, que são a Luz.Amostra
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bhJa.hcAPaBlgghvatrpabPlacpc.Palcl.lPãPaPa.hcãrJgPafrJFpcAPcBhahaêpraIPãlPaBra
rJJPBhvacrtaBrlHPãPahgaáSlrcArgalcl.lPJrtaPgalcArJqP.rgDaESragrtfJralcl.lPãPaPa.hcãrJgPa
raqP)lPalgghaPafPJAlJaBraptPaIlgAyJlPvaêprartaFrJPSarJPagrFplBPaBraptPaflPBPDaVatrBlBPa
êpraPaIlgAyJlPafJhFJrBlParahgaáSlrcArgaJrSPHPãPtaragrarcFPXPãPtvaPhgafhp.hgvatrpabPlalPa
AlJPcBhaBhgaáSlrcArgaPgalcqhJtPO6rgaêprafrJtlAlPtaParSrarcArcBrJahaêpraIPãlPaBrarJJPBha
raêprathAlãPãPaPgagpPgaãlglAPga$aPFGc.lPDa
çfyga.rJ.PaBratrlPaIhJPvahgaáSlrcArgagraSrãPcAPãPtva.htaptaghJJlghachaJhgAhvara

trpabPlahgaP.htfPcIPãPaPAóaPafhJAPaBPaPFGc.lPvahcBraPSFpcgaha.ptfJltrcAPãPta.hta
PéJPOhgarahpAJhgaPAóa.htaérlXhgDa
EpaPgglgAlPaPalgghaApBharaM.PãPalcAJlFPBhaghéJra.htharSra.hcgrFplPaqP)rJaPêplShDaEpatra

frJFpcAPãPa.hthafhBlPaptPafrgghPaltfP.APJaAôhafhglAlãPtrcAraPaãlBPaBrahpAJPafrgghPa
BrggPaqhJtPWa
xrfhlgaBrgAPga.hcãrJgPgvatrpabPlaãhSAPãPafPJPaBrcAJhaBPaPFGc.lPara.IPtPãPagpPa

rêplfrafPJPaqPSPJaBhah.hJJlBhDaNéãlPtrcArvarpahagrFplPvafhlgagPélPaêpraPga.hlgPgalJlPta
rgêprcAPJZ
EcFPchatrpÁajrpabPlaJrpclPagpParêplfrarvafPJPatlcIPagpJfJrgPvarSra.hcAPãPaPga

trgtPgaIlgAyJlPgafPJPaParêplfrarvaPAJPãógaBrSPgva.hcAPãPaêpPSarJPahafJhéSrtPaBhaáSlrcArDa
RrtatPlgaAPJBrvatraBrla.hcAPaBraêpratrpabPla.hSh.PãPagrpgaáhSPéhJPBhJrgachatrgtha

c1ãrSaBraltfhJA°c.lPaBhgaáSlrcArgvahaêpraóaptaqpcBPtrcAhaé8gl.haBPaEHfrJlGc.lPaBha
áSlrcAra9EHfrJlGc.lPaBhaáhSPéhJPBhJTvatrgthagrtacpc.PaArJargApBPBhahaPggpcAhDa
xrfhlgaBratrpabPlaJrSPAPJaPaBhJaBhaáSlrcArvaParêplfragP1PaJPflBPtrcArarvatPlgahpa

trchga;aIhJPatPlgaAPJBrvaPfPJr.lPaPSFptaBrSrgacPatrgPaBhatrpabPlva.htaptaghJJlghacha
JhgAhvaBl)rcBha—zJDaRhJFrgvaApBha.rJAhÁabJhéSrtPaJrghSãlBhÁ3Da

Amostra
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ÀrggrathtrcAhvatrpabPlaSlFPãPafPJPahaáSlrcAraraBPãPaPgaéhPgachA1.lPgvagrtfJra
P.htfPcIPBPg aBr a PSFptP aãPcAPFrtahp atlth afPJP ah aáSlrcAr a 9kr.pfrJPOôh aBha
çArcBltrcAha+ahpAJhafJlc.1flhaé8gl.haBraá…vaêpraãrJrthgaPBlPcArTDa
NaJrgpSAPBhaBlgghaóaêprvaBlqrJrcAraBhafPBJôhvahcBraáSlrcArgaJl.hgaBlãlBrtagrpaBlcIrlJha

rcAJraã8JlhgaéPc.hgvahgaáSlrcArgaBratrpabPlaAJP)lPtaAhBhgahgagrpgaJr.pJghgafPJPaPagpPa
PFGc.lPDaxP1ahathAlãhafrShaêpPSarSragraAhJchpahaJr.hJBlgAPacP.lhcPSaBraJrgpSAPBhaMcPc.rlJha
BraPFGc.lPgaBhaéPc.hDa
EtaJrgpthvagpPa.PfP.lBPBraBraáhcAPJaQlgAyJlPga9zAhJ:ArSSlcFTvagpPaEtfPAlParaPa

EHfrJlGc.lPaêprarSrarcAJrFPãPaPagrpgaáhSPéhJPBhJrgaraáSlrcArgva.JlPJPtaPga.hcBlO6rgafPJPa
êprarSragraAhJcPggraptaPSAharHr.pAlãhaBhaéPc.hDazrpa.Jrg.ltrcAhaBra.PJJrlJPacôhagraBrpa
PfrcPgafrSPgagpPga.htfrAGc.lPgaAó.cl.PgvaêprarJPtaqpcBPtrcAPlgvahéãlPtrcArvatPgafrSPa
gpPa.PfP.lBPBraBra—qPSPJaPaS1cFpPaBhgaáSlrcArg3DaítatrgAJraBraá…D
ça.hcgrêpGc.lPaBlgghaóaêprvaêpPcBharpaãlPalgghaApBhaP.hcAr.rcBhvacPaqJrcAraBhgatrpga

hSIhgvagyahaêprarpafrcgPãParJPa—Já sei o que eu quero ser quando crescer…3

Infelizmente a vida acontece...

ÀôhaM)acPBPaBhaêpraghcIrlaêpPcBha.JlPcOPDa0plargApBPJaEcFrcIPJlPaálãlSacPaEg.hSPa
bhSlAó.cl.PaBPaíclãrJglBPBraBrazôhabPpSha9EbízbTvaqplaAJPéPSIPJaqP)rcBhafJhXrAhgaqJlhga
BrargAJpApJPgatrA8Sl.PgaraqplaflgPJachaéPJJhaBPgahéJPgaBra.hcgAJpOôha.lãlSDa0l)aEcFrcIPJlPa
álãlSvafhlgarpaPBhJPãPaãrJahaJrgpSAPBhaBhatrpaAJPéPSIhDazrtfJratrathAlãrlafhJabJhfyglAhga
rva.hthaEcFrcIrlJhaálãlSvahaJrgpSAPBhaBhatrpaAJPéPSIhagraAhJcPãPaptathcptrcAhaPha
trpargqhJOhara.htfrAGc.lPvaêpraM.PaS8vafhJaPchgDaçSAPtrcAraJr.htfrcgPBhJDa
áhthatrpabPlatplAha.rBhafrJ.rérpaêprarpaBrãrJlPagrJapta.lBPBôhaBhatpcBhvarSrva

BlqrJrcArtrcAraBrahpAJhgabPlgaBPaófh.Pvatra.hSh.hpafPJPargApBPJa5cFSGgaPhga;(aPchgaBra
lBPBra9cPBPa.htptacPaBó.PBPaBra&(TDajPlgaAPJBraqplargApBPJaçSrtôhva0JPc.Ggva5APSlPchara
EgfPcIhSDa
bhJa.hcAPaBrgAPaYpGc.lPvargfr.lPStrcArartaçSrtôha9M)aptalcArJ.°télhacPaçSrtPcIPa

BpJPcAratrpa.pJghaBraEcFrcIPJlPvaêpraPAJPghpatlcIPaqhJtPApJPvatPgatraFrJhpatplAPga
hfhJApclBPBrgTvaqpla.hcãlBPBhafrShaqpcBPBhJaBPartfJrgPartaêprarpaAJPéPSIPãPafPJPalJa
.hcIr.rJawartfJrgPgacPaçSrtPcIPaêpraqhJcr.lPtaptaAlfhaBrafJhBpAhafPJPahaêpPSarSra
FhgAPJlPaBra.htfJPJaPaSl.rcOPafPJPaqPéJl.POôhara.htrJ.lPSl)POôhachaRJPglSDa
çfygawagrtPcPgaBrcAJhaBPgartfJrgPgvarpaM)aptPaJr.htrcBPOôhvaêpraqhlaP.rlAPafrSha

qpcBPBhJDaEcAôhva.htharparJPaha-cl.haêpraqPSPãPaçSrtôhacPartfJrgPvaqplatPcBPBhaBra
ãhSAPafPJPaPaçSrtPcIPvafPJPaPfJrcBrJaApBhaghéJrahgafJhBpAhgaragpPgaPfSl.PO6rgDaxrfhlga
BraPSFptaArtfhvaãhSArlaPhaRJPglSDaáhtharparJPaha-cl.haêpraqPSPãPaçSrtôhararcArcBlPahga
.PA8ShFhgara.hcIr.lPahgafJhBpAhgvatraqhlaBPBPaPatlggôhaBraBrgrcãhSãrJaqhJcr.rBhJrgafPJPa
qPéJl.PJaPêprSrgafJhBpAhgachaRJPglSvaBrfhlgaêpraPaSl.rcOPaqhla.htfJPBPDa
ÀrgArathtrcAhvatraAhJcrlaptafJhMgglhcPSaBrazpffS:aáIPlcvatrgthagrtacpc.PaArJa

Ptél.lhcPBhvacrtagrêprJaArJagPélBhaBhaêpralgghagraAJPAPãPDa

Amostra
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O dilema pessoal

çfygaPSFpcgaPchgaBrgrcãhSãrcBhaqhJcr.rBhJrgvaFrJrc.lPcBha.hcAJPAhgaBraqhJcr.ltrcAhara
haJrSP.lhcPtrcAha.htahgalBrPSl)PBhJrgaBhgafJhBpAhgalcArJcP.lhcPStrcArvaqpla.hcAPAPBha
fhJaptPaFJPcBrartfJrgPaBhatrJ.PBhaBra2PéP.hvaêpratrahqrJr.rpaptParH.rSrcAra
hfhJApclBPBraBra.PJJrlJPvahcBraMcPStrcArarpaAlJPJlPahafóaBhaéPJJharafhBrJlPaAJPéPSIPJa
BraArJcharaFJPãPAPva.hthaõrJrcAraBraáhtfJPgaBraEêplfPtrcAhgaFShéPStrcArDaçfrgPJaBra
ArJaêpraAJPéPSIPJafJhBp)lcBha.lFPJJhgvahaêpraPFJrBlPaPSFpcgaBratrpgafJlc.1flhgacPaófh.Pva
P.rlArlahaBrgPMhvafhlgarJPaptParH.rSrcArahfhJApclBPBraBra.Jrg.ltrcAhvaêprarpacôhafhBrJlPa
BrlHPJafPggPJvaPMcPSvacPaBó.PBPaBra“(vagrJa.hcAJPAPBhafhJargAPartfJrgParêplãPSlPaPaArJapta
.PJltéhaBraêpPSlBPBrartagrpa.pJJ1.pShDa
ÀrgArathtrcAhvarpatraJr.hcIr.la.hthaptafJhMgglhcPSaBraNfrJPO6rgvafhlgatrpafPfrSa

rJParcArcBrJahaYpHhaBPgahfrJPO6rgaBrafJhBpOôhaBPartfJrgParaAJP)rJahgaJr.pJghgafPJPa
trSIhJPJaPafJhBpAlãlBPBraraBlcPtl)PJahgabJh.rgghgalcArJchgvafPJPaPtfSlPJahaJrgpSAPBha
BhacrFy.lhva.htfJPcBharêplfPtrcAhgaBraqhJcr.rBhJrgalcArJcP.lhcPlgDa0hlaptPaFJPcBra
rg.hSPvatPgaqP)lPa.lFPJJhgZ

A decisão difícil, mas não muito...

xrfhlgaBra;aPchvapta.hSrFPaBrgAPartfJrgPagPlparaqhlaAJPéPSIPJacPaEtéJPrJvacPaófh.PaptPa
rtfJrgPaFhãrJcPtrcAPSaJr.ót”fJlãPAl)PBPvartaqJPc.hafJh.rgghaBra.Jrg.ltrcAhvaArcBha
Jr.rcArtrcAralcl.lPBhaPgarcAJrFPgaBragrpafJltrlJhaPãlôhaPaXPAhvahaEkUa;aCDaEgAraPtlFha
tra.hcãlBhpafPJPa.hcIr.rJaPgaNfrJPO6rgaBPaEtéJPrJvafhlgagPélPa.htharpaPBhJPãPargAra
PtélrcArDa
çha.IrFPJa$afhJAPJlPaBPaEtéJPrJvafPJPa.hcIr.rJaPaSlcIPaBrafJhBpOôhvatrpa.hSrFPaX8atra

rgfrJPãParatraBlggrafPJPaP.rSrJPJatrpafPgghvafhlgarpaX8argAPãPaPAJPgPBhDabrJFpcArl?a—çAJPgPBha
fPJPahaêpGW3aEarSratraBlggr?a—bPJPagpParcAJrãlgAPÁ3aEpafrJFpcArl?a—!prarcAJrãlgAPW3aEarSra
JrgfhcBrp?a—0PSrlaBraãh.GafPJPatrpa.IrqrararSraêprJaAra.hcIr.rJ3Dab8aqplarpvaAhAPStrcAra
BrgfJrfPJPBhvafPJPatlcIParcAJrãlgAPDa
xrfhlgaBratPlgaBraptPaIhJPaBra.hcãrJgPvahaAPSa.IrqratraBlggr?a—brShaêprarparcArcBlva

ãh.GaFhgAPaBrarcJhg.hvacóWaEcAôhvarcJhg.haPêplacôhaqPSAPÁaçtPcIôaãhpaAratPcBPJaptPa
fJhfhgAPalJJr.pg8ãrSaraãh.GaãPlaAJPéPSIPJa.htaPaFrcArD3
xraqPAhvachaBlPagrFplcAraJr.rélaPaAPSa—fJhfhgAPalJJr.pg8ãrS3DabrSPafJhfhgAPvarpafhBrJlPa

ArJahafJlãlSóFlhaBraãhSAPJaBhlgafPgghgafPJPaAJ8gacPatlcIPa.PJJrlJPvafhlgarpaX8arJPaõrJrcAra
raãhSAPJlPaPagrJaçBtlclgAJPBhJaBraáhcAJPAhgDaEpafhBrJlPaFPcIPJaw(caPatrchgaBhaêpra
FPcIPãPacPatlcIPafhglOôhaPcArJlhJarafhBrJlPaFPgAPJatplAhatPlgvafhlgarpathJPãPartazôha
bPpShacPaófh.ParaPaEtéJPrJaM.PartazôhaUhgóaBhgaáPtfhgva.rJ.PaBra;L(aútaBraBlgA°c.lPa
BPatlcIPa.PgPvararpaArJlPaêpralJaraãhSAPJaAhBhaBlPaBra.PJJhDa
áhtharpaIPãlPaP.PéPBhaBratra.PgPJacPah.PglôhvafrJFpcArlahaêpratlcIPargfhgPaP.IPãPa

BPêplShDaESPagyatraBlggrahagrFplcAra—dh.GaArtaêpraP.rlAPJvafhlgaãh.GahBrlPa.lFPJJhgaraPBhJPa
Pãl6rgDazraãh.GacôhaP.rlAPJvaãh.GaãPlagrJalcqrSl)afPJPahaJrgAhaBPaãlBParaêprtaãPlaArJaêpraAra
PFprcAPJagrJrlarpÁ3

Amostra
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krgpSAPBhvatraAJPcgqhJtrlartaptafJhMgglhcPSaBrazpffS:aáIPlca9çBtlclgAJPBhJaBra
áhcAJPAhgTaBPa5cB-gAJlPaçrJhrgfP.lPSDa

A língua do cliente

áhcqhJtraBlggraha.IrqraêpraIPãlPatrarcAJrãlgAPBharatra.hcAJPAPBhvarcJhg.hgacôhaqPSAPãPta
cPêprSra.hcArHAhDaÀhatrpafJltrlJhaBlPvagrtaêpPSêprJa—hcéhPJBlcF3ahpaAJrlcPtrcAhvaha
.Irqra.IrFhpacPatlcIPatrgPvaAlfhaJrfPJAlOôhaf-éSl.Pvara.hSh.hpaeatPOhgaBrafPfrSarchJtrga
ghéJratlcIPatrgParaBlggr?a—EgArgagôhahgaeaflhJrga.hcAJPAhgaBraqhJcr.rBhJrgaêpraArthgaPêpla
rahgaáSlrcArgachgahBrlPtafhJa.PpgPaBrgArgaqhJcr.rBhJrgÁakrghSãPÁ3aragPlpZaEpaêprJlPaArJa
ãlgAhaPatlcIPa.PJPacPêprSrathtrcAhÁ
0plafrJFpcAPJaPhgafJhMgglhcPlgaPhatrpaJrBhJaraBrg.héJlaêpraCafrgghPgaX8aIPãlPtafPggPBha

fhJaPêprSPaglApPOôhaPcArgaBratltaracrcIptPaBrSPgaIPãlPaJrghSãlBhaPêprSrga.hcAJPAhgDa
bhFhaBra.PJParparcArcBlaêprvarpacôhagrcBhacrcIptaFGclhvacôhagrcBhat8Fl.hvacrta

fPJAl.pSPJtrcAratPlga.htfrArcAraêprahgaBrtPlgaPhatrpaJrBhJvagrarpaM)rggrahaêpraAhBhga
hgaBrtPlgaM)rJPtvarpacôhaArJlPaptaJrgpSAPBhaBlqrJrcArDa0hlaP1aêpraPaqJPgraêpraha.IrqraqPShpa
tra.IPthpaPaPArcOôhDaNaêpratPlgatraltfP.AhpachaêprarSraBlggraqhl?a—NgaáSlrcArgachga
hBrlPtafhJa.PpgPaBrgArgaqhJcr.rBhJrg3Da
zrcBhaPggltvaPcArgaBraqPSPJa.htahgaeaqhJcr.rBhJrgaBrSlcêprcArgvaJrghSãlaqPSPJafJltrlJha

.htahgaáSlrcArgvafPJParcArcBrJafhJaêprarSrgachgahBlPãPtarahaêprafJr.lgPJlPagrJaqrlAhafPJPa
rSrgafPJPJrtaBrachgahBlPJDa
çhaqPSPJ a.htahgaáSlrcArgv aPfrgPJ aBra.PBPa.hcAJPAhaArJ aL((a.hlgPg arJJPBPga.PBPa

9rHPFrJPcBhvayéãlhvafPJParqrlAhaBJPt8Al.hTvahgaáSlrcArgagyaqPSPãPtaBraLahpawaBrSPgDabJhcAhÁa
ç1argAPãPatlcIPaBl.PaBrahcBra.htrOPJDa
çhalJaqPSPJa.htahgaqhJcr.rBhJrgvaPhalcãógaBraqPSPJaghéJraL((a.hlgPgvarpagyaqPSPãPaBraLahpawara

PggltarSrga.hc.hJBPãPtartagrathélSl)PJafPJPaJrghSãrJvafhlgarJPatPlgaq8.lSDaçBlãlcIrtZaBrpa
.rJAhDaEtaeatrgrgvarpaJrghSãlahgaea.hcAJPAhgvaBhafhcAhaBraãlgAPaBraêprtalcArJrggPvahaáSlrcArDa
çgaJr.SPtPO6rgafPJPJPtvahgarShFlhga.htrOPJPtararpaX8aqplafJhthãlBhaPazpfrJãlghJDa
áhtharpafrJ.rélaêpraqPSPJaPaS1cFpPaBhaáSlrcAraqhlaPaJP)ôhaBhatrpaJ8flBhagp.rgghva

.hcAlcprl apgPcBh a rgAP a A8Al.P a r a lggh atr a qr) a lJ aBr açBtlclgAJPBhJ aBr aáhcAJPAhg a Pa
dl.r”bJrglBrcAraBPaEtéJPrJa9aafJhthO6rgTartatrchgaBraâaPchgDa

Foi neste momento que bnalmente eu me reconectei com meu ojóetivo de 
criança. 
xrfhlgaBratPlgaBraL(aPchgvaMcPStrcAralcl.lrlatlcIPa.PJJrlJPaBraEHfrJlGc.lPaBhaáSlrcArva

trgthaPlcBPargAPcBhaBrcAJhaBrazpffS:aáIPlcDa0hlacrggraPtélrcAraêprarpatrarc.hcAJrla
raBrg.héJlahaêpraJrPStrcAraFhgAhaBraqP)rJD 

O grande desabo

NaFJPcBratPJ.haBrgAPatlcIPa.PJJrlJPaBrcAJhaBPaEHfrJlGc.lPaBhaáSlrcAra9cPaófh.Parpa
côhagPélPaBlgghvatPgaPfJrcBlTaqhlaêpPcBharpaqpla.hcãlBPBhafrShabJrglBrcAraBPaíclBPBra
BraÀrFy.lhgaBrazrJãlOhgaBPaEtéJPrJvaEBghcajPSSP.hvafPJPaPggptlJaptPafhglOôhaBra
dl.r”bJrglBrcArvaJr.ót”.JlPBPvafPJPaSlBrJPJahaÀrFy.lhaBrabrOPgaBrakrfhglOôharabhF1gAl.Pa

Amostra
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BPaEtéJPrJvafPJPaAhBhgahgaáSlrcArgvaBraAhBhgahgatrJ.PBhga9áhtrJ.lPSvaEHr.pAlãharaBra
xrqrgPTvaFShéPStrcArDa
EpargAPãPartaptarãrcAhacPazp1OPaêpPcBhajPSSP.hatraSlFhpaBl)rcBhaPSFha.hthaha

grFplcAr?a—0JlPgvarpacôhaAra.hcIrOharaãh.Gacôhatra.hcIr.rvatPgagpPaqPtPaArafJr.rBrDa2rcIha
ptPafhglOôhaBradl.r”bJrglBrcArafPJPaptPachãPa8JrPacPatlcIPahJFPcl)POôharagrpachtra
traqhlaJr.htrcBPBhDaNaBrgPMhaóaêprvaBra;wartfJrgPgaPãPSlPBPgaAhBhaPchachatpcBhvarta
ArJthgaBraêpPSlBPBraBhazrJãlOhaPhaáSlrcArvaPachggPaóaPac-trJha;warvartaCaPchgvaêprJrthga
grJaPac-trJha;aBhatpcBhDa2rtalcArJrggrW3
QhcrgAPtrcArvaBrggPaIlgAyJlPaAhBPvacPêprSPaSlFPOôhvaPa-cl.Pa.hlgPaêprahpãlaqhla

—dl.r”bJrglBrcAr3vaêprarJPaptPafJhthOôhafPJPatltvaX8aêprarparJPaxlJrAhJacPaófh.PDa
krgfhcBlaBraltrBlPAh?a—2hfh3D
çggltaêpraãhSArlaPhaRJPglSvaqpla$agPSPaBhajPSSP.hafPJPahM.lPSl)PJthgaPaAJPcglOôhDa0hlaP1a

êpratraBrla.hcAPaBhaAPtPcIhaBhafrflchartaêprarpaAlcIPatratrAlBhDa
NajPSSP.hatraPfJrgrcAhpahaBrgPMharaqhlatplAha.SPJhaghéJrahargAPBhaBPga.hlgPgaraghéJra

haêprargfrJPãPaBratlta.hthab1BrJDaESraPSlcIhpaPgarHfr.APAlãPgvaBrArJtlchpa.SPJPtrcAraha
êprarSrarcArcBlPa.hthagp.rggharvaP.ltPaBraApBhvaBrlHhpa.SPJhaêpraPaJrgfhcgPélSlBPBrarJPa
tlcIParvafhJAPcAhvarSracôhalJlPatl.JhFrJrc.lPJatrpaAJPéPSIhvatPgalJlParHlFlJaAJPcgfPJGc.lPa
raPApPSl)PO6rga.hcgAPcArgaghéJraParãhSpOôhaBhacrFy.lhDa
ÀPaãrJBPBrvahajPSSP.hagrtfJraqhlatplAharHlFrcArartaJrSPOôhaPhgaJrgpSAPBhgDazrtfJra

hSIPcBhaBrafrJAhvagrtfJraêprJrcBharcArcBrJaPgaBlM.pSBPBrgvaPgacr.rgglBPBrgvaPgafJhXrO6rga
BhacrFy.lhDabhJahpAJhaSPBhva.hthaAhBhaéhtab1BrJazrJãlBhJa9rpacôha.hcIr.lPaha.hc.rlAha+a
êpraãPthgaBlg.pAlJatPlgaPBlPcAra+aPcArgaBraAJPéPSIPJa.htahajPSSP.hTvacôhagralcAJhtrAlPa
cPahfrJPOôhDaxrSrFPãPaPgaPO6rgaraPgaBr.lg6rgaPhab1BrJaBhacrFy.lhDazrahgaJrgpSAPBhgaqhggrta
éhcgvarSraJr.hcIr.lPvagraqhggrtaJplcgvargfrJPãParHfSl.PO6rgaghéJrahaêpraBrparJJPBharaêpPlga
PgaPO6rgafPJPa.hJJlFlJaha.pJghDaáhtha.hgApt8ãPthgaBl)rJvarSra—BrSrFPãParacôhaBrSPJFPãP3D

O negLcio e o resultado

EpatraSrtéJha.hthagraqhggraIhXrvachaArJ.rlJhaBlPaBrfhlgaêpraPggptlaPachãPafhglOôhaBra
dl.r”bJrglBrcAraBrabrOPgaBrakrfhglOôharabhF1gAl.PvaptaáSlrcAratplAhaFJPcBrvaltfhJAPcAra
racrJãhghvatraSlFhpvaBl)rcBhaêprachgghaçArcBltrcAharaPaghSpOôhaêprarcAJrFPthgaqhJPta
AôhaJplcgaêprarpaBrãrJlPaBPJaPgafrOPgaêprarSra.htfJhpaBraFJPOPafPJPa.htfrcgPJahaltfP.Aha
êpra.PpgPthgDa
ç.hcAr.raêprargAraáSlrcArarJPaptaBhgatPlhJrgaáSlrcArgaBPartfJrgParargAPãPa.htaã8Jlhga

Pãl6rgafPJPBhgachaIPcFPJaBratPcpArcOôhafhJaqPSAPaBPgafrOPgaêprargA8ãPthgaPAJPgPBhga
cParcAJrFPDaxr)rcPgaBrafJhMgglhcPlgaBrSrgargAPãPtah.lhghgafhJacôhafhBrJrtaSlérJPJaPga
PrJhcPãrgaBhaIPcFPJaraPgaPrJhcPãrgaêprargfrJPãPtaBhaSPBhaBraqhJPaBhaIPcFPJacôhafhBlPta
lcl.lPJahgaAJPéPSIhgDaítafJrXp1)haFlFPcArvargfr.lPStrcAragra.hcglBrJPJthgaêpraIPãlPa
.rcArcPgaBraáSlrcArgachgaPrJhfhJAhgargfrJPcBhaPêprSPgaPrJhcPãrgafPJPaãhSAPJrtafPJPa
.PgPvafPJPalJrtaqP)rJaPêprSPaJrpclôhaBracrFy.lhgaltfhJAPcArvaêprafJrArcBlPtalJa$êprSPa
rcAJrãlgAPaBrartfJrFhaêpratpBPJlPagpPgaãlBPgvaêprargAPãPtargfrJPcBhafPJPalJaPhaqpcrJPSa
BragrpgafPlgvahpaêprargAPãPtalcl.lPcBhagpPgaqóJlPgahpaPAóagpPaSpPaBratrSvahpagltfSrgtrcAra
êprJlPta.IrFPJarta.PgPaPaArtfhaBraBPJaptaérlXlcIhartagpPaMSIhAPaPcArgaBrSPaBhJtlJDa
EcMtvaptaFJPcBrafJrXp1)hD

Amostra
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xrfhlgaBrahpãlJaApBhaêprahaáSlrcAraAlcIPaPaBl)rJararcArcBrJagpParHfr.APAlãPvafrBlaêpra
traBrggraLaIhJPgafPJParpaJrghSãrJahafJhéSrtPDaáIPtrlatlcIParêplfrvarcArcBlaha.hcArHAha
BracrFy.lha.htargAraáSlrcAra9ApBhaBraéhtaraApBhaBraJpltaêpraX8aM)rthgafPJParSrTvaPSóta
BhadPShJaBhaál.ShaBradlBPaBrgAraáSlrcArDa
xpJPcArargArafJh.rgghvaBrg.héJlaêpraX8argA8ãPthgaArcAPcBhatPJ.PJaptPaJrpclôha.hta

rgAraáSlrcAraI8atPlgaBra;aPchafPJPaPfJrgrcAPJaptagrJãlOhaêpraBrgrcãhSãrthgvaêpragrJlPa
rH.rSrcArafPJPaParM.lGc.lPaBhacrFy.lhaBhaáSlrcArvagrtaqPSPJacPaJrBpOôhaBra.pgAhaPggh.lPBPDa
2PtéótagrJlPayAlthafPJPaPaSp.JPAlãlBPBraBhachgghacrFy.lhDaNafJhéSrtPaóaêpracyga
.Jl8ãPthgaAPcAhgafJhéSrtPgafPJPargAraáSlrcArvaêprarSragraJr.pgPãPaPachgaJr.rérJafPJPa
PfJrgrcAPJthgargAPahfhJApclBPBraBracrFy.lhDa
NéãlPtrcArvaAPtéótaBrg.héJlaêpPSarJPahafJhéSrtPaBPachggPahfrJPOôhvaêprachgaIPãlPa

ltfrBlBhaBraJrghSãrJahafJhéSrtPaBhaáSlrcArDaEcãhSãrcBhaPgafrgghPga.rJAPgva.hcgrFplthga
P.IPJaptPaghSpOôhaltrBlPAPafPJPahaáSlrcArDaEcAôharpaSlFprlaBraãhSAPaPhaáSlrcAraraM)aptPa
fJhtrggPaBraêpraPgafrOPgartaêprgAôhargAPJlPtacPagPSPaBrSrachaBlPagrFplcAra$aAPJBrarvagra
côhargAlãrggrtvafhBrJlPatraSlFPJaBlJrAPtrcArDaNaáSlrcAraM.hpaqrSl)aratraPFJPBr.rpafrSPa
ghSpOôha9PaghSpOôhaPcArJlhJaBrthJPJlPaCaBlPga-ArlgTDa

Miderança

0hlacrggrathtrcAhaêpraJrghSãlaArgAPJa.htahajPSSP.haptPalBrlPaêpraAlãrDaEpaBrg.héJlaêpra
PgafrOPgartaêprgAôha.pgAPãPtafPJPacygaízf;CD(((varcAôhvaBPBhahac1ãrSaBralcgPAlgqPOôhaBha
áSlrcArarahaltfP.Ahaêpra.PpgPthgvaJrghSãlaqP)rJa.hthahaáSlrcAraIPãlPagpFrJlBhvahpagrXPva
tPcBPJaPgafrOPgagrta.pgAhafPJParSrgDa0plaPAóaPagPSPaBhajPSSP.hvaPMcPSarpaP.PéPJPaBraPggptlJa
PêprSracrFy.lharaFhgAPJlPaBragPérJa.hthaha—.Irqôh3a.hgAptPãPaSlBPJa.htargAPgaglApPO6rgva
PcArgaBrarpaAhtPJargAPaBr.lgôhDa
çfJrgrcArlaParSraha.hcArHAhvahaltfP.AharatlcIPaãlgôhaBraêprafJr.lg8ãPthgatpBPJaPa

frJgfr.AlãPaBrgAraáSlrcAragraêplgóggrthgaArJatPlgacrFy.lhga.htarSrgDaçaJrgfhgAPaBhatrpa
b1BrJazrJãlBhJaqhlatPlgahpatrchgaPgglt?a—0JlPgvaãh.GagPéraêpPSaóaha.pgAhaBrggPaBr.lgôhWa
dh.GagPérahaltfP.AhachacrFy.lhWadh.GagPéraêpPSaóahaqPApJPtrcAhaêprarpargfrJhaêpraãh.Ga
PAlcXPWadh.GagPéraêpPSaPaSp.JPAlãlBPBraêprarpargfrJhaãrJW—DaEpaJrgfhcBla—zltÁ3varcAôharSra
.htfSrAhpaBl)rcBh?a—EcAôhvafhJaêpraãh.GargA8atrafrJFpcAPcBhagrafhBraBPJargAPgafrOPgaBra
FJPOPW3D
2ôhagltfSrgaêpPcAhalgghÁa
NéãlPtrcArva.hcAlcpPthgaPa.hcãrJgPafPJParparHfSl.PJartatPlgaBrAPSIrahaêprarpa

héXrAlãPãParafPJParHfSl.PJaêprarpargAPãPaArgAPcBhaPga8FpPgvahpagrXPvaArcAPcBhaãrJa.htharSra
JrPFlJlPafPJParãlAPJa.hcYlAhgafhgArJlhJrgDa
NaltfhJAPcAracrgAPa.hcãrJgPaóaêprarSPatrathgAJhpaêpraPêprSrafPfhvaBhlgaBlPgaPcArgva

ghéJraPpAhchtlPvaSlérJBPBrafPJPaFrJlJahacrFy.lhvarA.DaraAPSvacôharJPagyafPfhDaESraBraqPAha
éPc.PãPahaêpraBl)lPa9rta5cFSGgaBl)rthga—gPSúaAIra2PSú3TDa
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O início da virada

NaêpraP.hcAr.rpaóaêpraPgafrOPga.IrFPJPtachaIPcFPJaBhaáSlrcArachaBlPagrFplcArafrSPa
tPcIôarvaêpPcBha.IrFPJPta.htaptPaqPApJPaBrahrJhaBySPJrgvahaáSlrcAratraSlFhpaBra
ltrBlPAhDaESrargAPãPacôhaPfrcPgatplAhaqrSl)artaJrghSãrJagrpafJhéSrtPahfrJP.lhcPSvatPga
tplAhagpJfJrghafhJarpaArJvaBraqPAhvahpãlBhahaêprarSraBlggraghéJrarcAJrFPJaPgafrOPgagrta
.pgAhDaESracPJJhpaêpraPfPJrcArtrcAraclcFpótartatlcIPahJFPcl)POôhafPJr.lPaSrã8”ShaPa
góJlhacPgagpPgaJr.SPtPO6rgaPcArJlhJrgDa
çfygaã8JlPgafPSPãJPgaBraPFJPBr.ltrcAhararc.hJPXPtrcAhafrSPgatpBPcOPgaêprarpa

.hcArlaêpralJlPaltfSrtrcAPJvarSratra.hcãlBhpafPJPalJaPhagrparg.JlAyJlhafPJPachga

.hcIr.rJthgafrgghPStrcArDaEpvahéãlPtrcArvaP.rlArlaha.hcãlAraraX8agpFrJlaptPaBPAPa
raIhJ8JlhDaESraP.rlAhpara.hcMJthpDaEcAôhaPfJhãrlArlaPahfhJApclBPBrafPJPafrJFpcAPJa
grarpafhBrJlPaSrãPJa.htlFhacPaãlglAPaBhlgaáhSPéhJPBhJrgatrpgvaêpraFhgAPJlPtaBra
.hcIr.rJaPgahfrJPO6rgaBrSraraAlcIPtaptPgalBrlPgafPJPa.htfPJAlSIPJDaESraBlggraêpragrJlPta
ért”ãlcBhgDa
xpPgagrtPcPgaBrfhlgvargA8ãPthgachaglAraBhaáSlrcAraraAlãrthgaPahfhJApclBPBraBra

PfJrgrcAPJaptagrJãlOhaêpraIPã1PthgaBrgrcãhSãlBhaX8aI8aéPgAPcAraArtfhvatPgacpc.Pa
AlãrthgaPahfhJApclBPBraBra.htfPJAlSIPJvagltfSrgtrcArafrShafógglthaBrgrtfrcIhaBPga
chggPgahfrJPO6rgDa
jrpgaBhlgaáhSPéhJPBhJrgargAPãPtargfrJPcBhafhJargAPahfhJApclBPBraI8atPlgaBra;a

PchDaxrgrcãhSãrJPtaptachãhaAlfhaBragrJãlOharaêprJlPtatplAhaArgAPJaraãrJahaJrgpSAPBha
BragrpaAJPéPSIhDaÀPaIhJPaBraPfJrgrcAPJaPafJhfhgAPaBraãPShJvaM)aPaPérJApJPafPJPapgPJa
ha.PflAPSaJrSP.lhcPSaêpraFPcIrla.htaParcAJrFPaBPgafrOPgagrta.pgAhvatPgaBrlHrlahga
rgfr.lPSlgAPgaqP)rJrtaParcAJrFPaBhaêpraAPcAhargfrJPãPtDa0hlaptagp.rgghvafhlgarSrgaM.PJPta
gpfrJthAlãPBhgarahaáSlrcAraPBhJhpaha.hc.rlAhvaêpraqhlarcAJrFpra.htatplAParcrJFlPD
krgpSAPBh?aBrfhlgaBraLatrgrgaBracrFh.lPO6rgvaqr.IPthgapta.hcAJPAhatlSlhc8JlhafPJPa

fJhãrJahachãhagrJãlOhaPhaáSlrcArvafrShgafJyHlthgaPchgD
5cãrgAltrcAhacPazPAlgqPOôhaBhaáSlrcAraêpraAJhpHraJrgpSAPBhgarH.rSrcArgartafhp.ha

ArtfhDajPgalgghacôhagrJlPafhgg1ãrSagrtaPablBrJPcOPaBhatrpa—.Irqr3DazrtaPaPpAhchtlPa
êprarSratraBrpafPJPaPFlJDaNaJrgpSAPBhaóahaêpralcArJrggP?aáSlrcAra0rSl)vaáhSPéhJPBhJrga
0rSl)rgaraç.lhclgAPga0rSl)rgDa
EgAPaqhlaPaJrPSlBPBraBpJPcArahgaLaPchgaêpraAJPéPSIPthgaXpcAhgarva.htha.hcgrêpGc.lPva

AlãraêpraPfJrcBrJaPaqP)rJahatrgtha.htatrpgaáhSPéhJPBhJrgDaÀôhaóaq8.lSÁa%afJr.lgha
tplAPa.hcMPcOParvafhJaêpracôhaBl)rJvaPpAh.hcMPcOPafPJPaBrSrFPJaPggltva.hta.hJPFrta
raBlSlFGc.lPaPhatrgthaArtfhDaçfJrcBl)PBhafhJaEHrtfShÁa0hJtPaPSAPtrcArarM.P)aBra
PfJrcBrJDaEgAraóaha.hc.rlAhaBrablBrJPcOPazrJãlBhJPaêpralJrthgaBlg.pAlJatPlgaPBlPcArva
.hthafrOPaqpcBPtrcAPSacPafJ8Al.PaBraEHfrJlGc.lPaBhaáSlrcAraBragp.rgghD

A Netodologia Eice

xPBhaha.hcArHAhaBraéPlH1gglthgaJrgpSAPBhgaMcPc.rlJhgvarH.rgghaBrargAhêprvaqPSAPaBra
thAlãPOôhaBParêplfraraptafhp.ha.PghaFrcrJPSl)PBhartaJrSPOôha$gaxhJrgaBhgaáSlrcArgva

Amostra



zNRkEaNaçí2Nk HHlH

qhlaq8.lSafrJ.rérJaêpraPaFrgAôhaAJPBl.lhcPSva.hthaPfJrcBlBPacPgaPpSPgaBhajRçvacôhagrJlPa
gpM.lrcArafPJPatpBPJargAraAJlgAra.rc8JlhahJFPcl)P.lhcPSDa
EtaqP.raBrgAraBrgPMhvagrcAlaPacr.rgglBPBrva.hthaêpPcBharcAJrlacPaEtéJPrJvaBra

qP)rJaPSFhaBlqrJrcAraBhaêprahgaêpratraPcAr.rBrJPtDabrJ.rélaêprafJr.lg8ãPthgaBraptPa
2JPcgqhJtPOôhDa
xPBhargAra.hcArHAhva.JlrlaptPajrAhBhShFlPaBra2JPcgqhJtPOôha.IPtPBPaÀ5áEva.pXPa

glFSParta5cFSGga9PaãPgAPatPlhJlPaBhgachgghgaáSlrcArgaqPSPãPta5cFSGgTaglFclM.Pa—ÀpJApJlcFa
5cglFIAgaPéhpAaápgAhtrJgaEHfr.APAlhcg3vahpagrXPvaÀpAJlcBha5BrlPgaghéJraPgaEHfr.APAlãPga
BhgaáSlrcArgDaNéãlPtrcArvahaqPAhaBraPafPSPãJPaÀ5áEaglFclM.PJarta5cFSGgaPSFhaéhtva
fhglAlãhvaPFJPB8ãrSvaéhclAhvaSrFPSvaqr)aAhBPaPaBlqrJrcOPacParg.hSIPaBhachtrDazrJa—À5áE3a
.htahgaáSlrcArgargA8acPaéPgraBraApBhaJrSPAlãhaPargAPajrAhBhShFlPDa
çajrAhBhShFlPagraéPgrlPacharcArcBltrcAhaBlc°tl.haBhaêpraóaltfhJAPcAraraãPShJhgha

fPJPahaáSlrcArarva.htalgghvaArthgaêpra.hcAlcpPtrcAraPXpgAPJachggPaNqrJAParvafhJAPcAhva
chggPaEcAJrFPvaBraqhJtPaêprahaáSlrcArargArXPagrtfJraqrSl)ara.htalgghaêprlJPa.hcAlcpPJa
ãhSAPcBhafPJPa.htfJPJatPlgaBrachggPartfJrgPD
EgAPajrAhBhShFlPaóargAJpApJPBPartaâatyBpShgvaghéJrahgaêpPlgaãPthgaqPSPJachaMcPSaBrgAra

SlãJhDaNaltfhJAPcAraBragragPérJaPargAPaPSApJPaóaêprvaBrfhlgaBraLaPchga.hthadl.r”bJrglBrcArva
PfSl.PcBhaPajrAhBhShFlPaÀ5áEacPaEtéJPrJva.hthahgaJrgpSAPBhgaqhJPtarHAJPhJBlc8JlhgaraPa
brJ.rfOôhaBhgaáSlrcArgartaJrSPOôhaPhadPShJaêprarcAJrF8ãPthgatpBhpatplAhvahgaáSlrcArga
PptrcAPJPtatplAhahaãhSptraBra.htfJPgvafPFPcBhaPAóatPlga.PJhvatPga.hcAPcBha.hta
chgghaãrJBPBrlJharaSrF1AlthalcArJrggrartaPXpB8”ShgaPaArJrtagp.rgghartatPcArJagrpgaPãl6rga
ãhPcBhDa
áhtalgghvaPaEtéJPrJaP.JrBlAhpaêprarparJPa.PfP)aBraãrcBrJaértvacôhaPfrcPgafhJa.hcAPa

BhgaJrgpSAPBhgayéãlhgaBhacrFy.lhvatPgafrShaqPAhaBrarpa.hcAlcpPJaPa—0PSPJaPab1cFpPaBhga
áSlrcArg3vaêpra.SPJPtrcAraqhlaPathSPafJhfpSghJPaBPatlcIPa.PJJrlJPva.hthaPaBhatrpabPlDa
ça.hcgrêpGc.lPaltrBlPAPaBlgghaqhlarpaArJaglBha—fJhthãlBh3aPadl.r”bJrglBrcAraBra

áhcAJPAhgaBradrcBPgacPaçãlPOôhaEHr.pAlãPDaxlFha—fJhthãlBh3vafhlgaPfrgPJaBhagPS8Jlha
grJahatrgthvaPafhglOôhaBradbaBraáhcAJPAhgaBradrcBPgarJPatplAhatPlgaltfhJAPcArara
lcYprcAracPartfJrgPDa2JPAPãP”graBraptPafhglOôhaBraBrgAPêpraratplAhaPtél.lhcPBPvafhlga
P.htfPcIPãPaptac1ãrSaBrafhBrJatplAhaJrSrãPcArDa
çcArgaBracPJJPJatlcIPahBlggrlPaãrcBrcBhaPãl6rgafPJPafrgghPgaêpracpc.PahpãlJPtaPa

fPSPãJPa—Àôh3a.hthaJrgfhgAPa9…rlêprgaiJPérgvaárSréJlBPBrgvaRlSlhc8JlhgaBPa5cArJcrAva
bhS1Al.hgaraFJPcBrgaEtfJrg8JlhgTvafJr.lgha.hcAPJaêpraPaEtéJPrJvaBrfhlgaBraCaPchgaBPa
ltfSPcAPOôhaBPajrAhBhShFlPaÀ5áEvagraAhJchpaBraqPAhaPac-trJha;achatpcBhartazrJãlOha
PhaáSlrcArvatpBPcBhahafPBJôhaBhatrJ.PBhafPJPagrtfJrDa

O novo desabo

EtaNpApéJhaBraL((âvahatpcBharcAJhpacptPargflJPSaBrg.rcBrcArDaítPa.JlgraFShéPSa
IlgAyJl.Pva.PpgPBPafrSParHfShgôhaBPaRhSIPaBhazpéfJltrvachgaEgAPBhgaíclBhgDaEgAPa.Jlgra
PJJPgAhpaAhBhgahgatrJ.PBhgafPJPaPSFha.htfPJ8ãrSa$aõJPcBraxrfJrggôhaBra;“L“Da
EHPAPtrcAracrgArathtrcAhvafPJPagrJatPlgarHPAhvaBpPgagrtPcPgaPcArgaBrarpaPggptlJaPa

chãPaqpcOôhvahabrItPcaRJhAIrJga9êpPJAhatPlhJaéPc.haBralcãrgAltrcAhaBhgaEíçaraptaBhga
tPlhJrgaBhatpcBhTaqhla$aqPSGc.lPvafhJaPfhgAPJafrgPBPtrcArartafPfólgaBraéPlHPaSlêplBr)a

Amostra
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SlFPBhgaPaPAlãhgalthélSl8JlhgaqJPpBpSrcAhga9.JóBlAhaq8.lSaPaáSlrcArgagrta.hcBlO6rgaBraIhcJPJa
grpga.htfJhtlgghgTafPJPalcYPJagrpgaJrgpSAPBhgaBra.pJAhafJP)hDa
EgAPa.Jlgraqr)a.htaêpraptPafPJ.rSPatplAhaFJPcBraBhgaáSlrcArga.htfJPBhJrgaBra

PrJhcPãrgarHr.pAlãPgacôhaPfrcPgaBrlHPggraBra.htfJPJachãPgaPrJhcPãrgva.hthaM)rggra
BraApBhafPJPacôha.htfSrAPJaPgaAJPcgPO6rgaBra.htfJPaBraPrJhcPãrgaX8a.htfJhtrAlBPgva
PgglcPBPgarafPFPgaPcArgaBPa.JlgrDa
bPJPatltvalgghaglFclM.hpaêprvaPhalcãógaBraãrcBrJachãPgaPrJhcPãrgvarpafPggrla;âatrgrga

ArcAPcBharãlAPJa.Pc.rSPtrcAhgaBrahJBrcgaBra.htfJPaX8aPgglcPBPgafhJachgghgaáSlrcArgDa
QPãlPacPaófh.PaaaAlfhgaé8gl.hgaBraáSlrcArga.htahgaêpPlgarpaAlãraêpracrFh.lPJ?a

;Da:speculadoresPaçêprSrgaêpracôhafJr.lgPãPtaBPgaPrJhcPãrgvafhlgacôhaArJlPta
.hth a ãrcBG”SPg a ch a qpApJh a fJyHlthv a fhJ a lggh a êprJlPt a gPlJ a Bh a crFy.lha
ltrBlPAPtrcAragrtafJrXp1)hDa

LDaFalimentaresPaçêprSrgaêprafJr.lgPãPtaBPgaPrJhcPãrgvatPgargAPãPta$aérlJPa
BPaqPSGc.lPvahpaX8aqPSlBhgvafhJa.hcAPaBPa.JlgraracôhaAlcIPta.hthaIhcJPJagrpga
.htfJhtlgghgD

wDaCreocupadosPaçêprSrgaêprafJr.lgPãPtaBPgaPrJhcPãrgvatPgaAlcIPtatrBhaBra
.hcgptlJaqpcBhgafPJPaJr.réG”SPgva.htatrBhaBraéJrãrtrcArafJr.lgPJrtaBrgArga
qpcBhgafPJPatPcArJagrpgacrFy.lhgaMcPc.rlJPtrcAraãl8ãrlgvahpaPhatrchgaãlãhgD

aDa:m Brise de ImagemPaçêprSrgaêprafJr.lgPãPtaBPgaPrJhcPãrgvaAlcIPtaBlcIrlJha
fPJPaIhcJPJagrpga.htfJhtlgghgvatPgaêpracôhaArJlPta.hthaXpgAlM.PJafPJPa
Pahflclôhaf-éSl.PaêpraIPãlPtaBrtlAlBhatlSIPJrgaBrafrgghPgarartagrFplBPa
.IrFPJrtarta.PgPa.htapta—éJlcêprBlcIh3achãhDaçafPSPãJPa—éJlcêprBlcIh3a
rgA8arcAJraPgfPgvafhlgarggPaóaPaltPFrtaêpraPatPlhJlPaBhgaSrlFhgaqP)aBraptaPãlôha
rHr.pAlãhDaáhthaPFrcAraBrcAJhaBrggratrJ.PBhvarpagrtfJraãlargAPgat8êplcPga
.hthaqrJJPtrcAPgaBrafJhBpAlãlBPBrarafhJalgghatrgthatragrcAlPatplAhaérta.PBPa
ãr)aêpra.hcgrFplPa.hc.SplJaptPaãrcBPDa

NaêpraltfhJAPaclgghaApBhaóaêpragyafhBrJlPaBrMclJaptPargAJPAóFlPaBracrFh.lPOôha
rM.P)a.htaêpPSêprJaptaBrgArgaáSlrcArgvaêprtaBraqPAha—qPSPggraPab1cFpPaBhaáSlrcAr3Da
ç1argAPãPatlcIPaãPcAPFrtDaEpa.hcgrFplParcArcBrJaha.hcArHAhaJPflBPtrcArarva.htalgghva
qhthga.PfP)rgaBratPcArJaéhPafPJAraBhga.hcAJPAhgaPAlãhgva.htaghSpO6rgalchãPBhJPgafPJPa
ha.hcArHAhaBra.PBPaptDaçfrgPJaBracôhaArJaãrcBlBhacPBPvahaêprarJPatrpafPfrSvacôhagya
côhaqplaBrtlAlBhva.hthaqplaglFclM.PAlãPtrcArartfhBrJPBhacPahJFPcl)POôhvafPJAl.lfPcBha
BlJrAPtrcAracPaFrgAôhaBhgaJrgpSAPBhgaBhacrFy.lhvagrcBha.PfP)aBraJrBrMclJaPgaJrFJPgaBra
.htlgglhcPtrcAhaBhgadrcBrBhJrga9côhaM)atplAhgaPtlFhga.htalgghTvaBrMclthgaPaqhJtPa
BraFrgAôhaBhaéP.úShFa9fSPchaBrarcAJrFPgaraBra.hcAJPAhgaPAlãhgTva.JlPthgaptPachãPaqhJtPaBra
FrgAôhaBraJrSP.lhcPtrcAhgaraBra.hcAJPAhga.htaáSlrcArga9JrBrMclthgahabJh.rgghaBra.JlPOôha
BraEHfrJlGc.lPgvalc.SplcBhaPga.rJlt7clPgaBrarcAJrFPaBraPrJhcPãrgTvaBrMclthgaPaqhJtPaBra
FrgAôhaBPatPJFrtaBhacrFy.lhaPAJPãógaBraqrJJPtrcAPgaBlFlAPlgaBragltpSPOôhaBraJrgpSAPBhga
McPc.rlJhgvarcAJrahpAJPga.hlgPgaêpraãlgPãPtaPatrSIhJaFrgAôhaBhgaJrgpSAPBhgaraJrBpOôhaBra
Jlg.hgafPJPahacrFy.lhvaPhatrgthaArtfhaêprafJlãlSrFl8ãPthgaPgaEHfrJlGc.lPgaBhgaáSlrcArgDa
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árJAPtrcAr aP a qPgr aBr atPlhJ argAJrggr aBr atlcIP aãlBPv atPg a APtéótaP aBr atPlhJa
PfJrcBl)PBhDa

A vida fora do /rasil

çfygaaaPchgaArcBhaSlO6rgaBraEHfrJlGc.lPaBhaáSlrcAralcAJPãrchgPgvaAlãraPahfhJApclBPBra
BragrJa—ltfhJAPBh3afPJPahaáPcPB8vahcBrathJhaPApPStrcAra9êpPcBhaBPafpéSl.POôhaBrgAra
SlãJhTDa
çaRhtéPJBlrJvaPa.hc.hJJrcAraBlJrAPaBPaEtéJPrJvaãlpachatrpafrJMSaracPatlcIPa

rHfrJlGc.lPapta.hcXpcAhafrJqrlAhafPJPaPggptlJaPadl.r”bJrglBGc.lPaBraáhcAJPAhgaBradrcBPga
BPaçãlPOôhaáhtrJ.lPSa9SlcIPgaPóJrPgTvarta2hJhcAhvachaáPcPB8DabrShaqPAhaBrarpafhBrJa
gPlJaBPaEtéJPrJatPcArcBhaPSFpcgafJlãlSóFlhgaBradl.r”bJrglBrcArvaAlãraêpraPgglcPJapta
—áhcAJPAhaBraÀôhaáhtfrAlOôh3a.htaPaEtéJPrJvafhJAPcAhacôhafhBrJlPaAJPéPSIPJafPJPaPa
RhtéPJBlrJachatrJ.PBhaBPaçãlPOôhaEHr.pAlãPvaX8aêpratlcIPaqpcOôhagrJlParHPAPtrcAraPa
trgtPDa
0pla.hcAJPAPBhafrSPaRhtéPJBlrJartaçFhgAhaBraL(;LvatPgagyachgatpBPthgafPJPaha

áPcPB8aBrfhlgaêprahgaãlgAhgaBraAJPéPSIharaBraJrglBGc.lPaArtfhJ8JlPaqhJPtartlAlBhgDa
Eta(CaBraUPcrlJhaBraL(;wva.IrFPthgaPa2hJhcAhva.htaptPaArtfrJPApJPaBra”;eajáva

gP1BhgaBhaRJPglSa.htakweajáDa0hlaptaFJPcBraltfP.AhvafPJPaBl)rJahat1clthDa
EparaPaqPt1SlPaAlãrthgaêprachgaPBPfAPJaPatplAPa.hlgPachãPDaçaqPt1SlPatPlgaBhaêprarpva

fhlgatlcIPaãlBPaBracrFh.lPBhJaBradrcBPgatraSrãPãPa.hcAlcpPtrcAraPaãlPXPJafPJPaAhBhgahga
.PcAhgaBhatpcBhva.hthachaArtfhaBraEtéJPrJDabPggPãPaéhPafPJAraBhatrpaArtfhaqhJPa
Bra.PgParaPaqPt1SlPaArãraêpragraPBPfAPJaPhachãha.hcArHAhva.SPJPtrcAra.htatplAhatPlga
BlM.pSBPBraBhaêprarpDa
bhJalgghaghpatplAhaFJPAha$atlcIPaqPt1SlParargfr.lPStrcAra$atlcIPargfhgPa0PélPcPa

9êprtatPlgaghqJrpa.htaPatpBPcOPaJPBl.PSaBra.hcArHAhTDa
jrpa.IrqrvahJlpcBhaBraqhJPaBPaRhtéPJBlrJvaAJP)lBhaBPaáhJrlPa9PfrgPJaBragrJa.lBPBôha

áPcPBrcgrTvafPJPaPggptlJaPabJrglBGc.lPaBPaRhtéPJBlrJvagrtfJraArãraptPaãlgôhaPFJrgglãPa
BhaêpraBrãrJ1PthgaqP)rJa.hthahJFPcl)POôhva.htaqh.hacPatpBPcOPaBPaqhJtPaBraqP)rJa
crFy.lhva.htatplAhatPlgaqh.hachgaáSlrcArgaBhaêpraPartfJrgPargAPãPaP.hgAptPBPDa
5cqrSl)trcArafPJParSrarafPJPatltvaha.hcgrJãPBhJlgthaBPartfJrgPachgaltfrBlpaBra

qP)rJaAhBPgaPgatpBPcOPgacr.rgg8JlPgarvaPfrgPJaBrarpaXPtPlgaArJa.hcgrFplBhaltfSrtrcAPJa
PatrAhBhShFlPaÀ5áEacPartfJrgPvarpafpBraPfJrcBrJaPlcBPatPlgaghéJraEHfrJlGc.lPa
BhaáSlrcArvaAPcAhachgabJh.rgghgaBraõrgAôhaBrakrSP.lhcPtrcAharadrcBPaBraçrJhcPãrga
9fJltrlJhgawvCaPchgTvaêpPcAhacPadrcBPaBrazrJãlOhga9fJyHlthgawvCaPchgTDa
!pPcAhatPlgarpaPfJrcBlPvatPlgarpagrcAlPaqPSAPaBPajrAhBhShFlPvaBhaAJPéPSIhargAJpApJPBha

.htaqh.hachaáSlrcArvaBPêprSratrpahéXrAlãhaBra.JlPcOPaBraltfP.APJafhglAlãPtrcAraPaãlBPa
Bhat8HlthaBrafrgghPgafhgg1ãrSDa
çAóaIhXracôharcArcBhafhJaêprafJPAl.PtrcAraAhBPaPaSlBrJPcOPaBPartfJrgPaqhlaBrtlAlBPa

9lc.Spglãratrpa.IrqrvahabJrglBrcArTvatPgarpvaha.IPAhaêpraM.PãPahaArtfhaAhBhaqPSPcBhaBha
áSlrcArvacôhaqplDa
!pPcBhaPaRhtéPJBlrJaqr)ahazflc”NlvahpaãrcBPaBraptaBragrpgafJhBpAhgvaha!a((va

fPJPahpAJPartfJrgPaáPcPBrcgrvaêpraBrpahJlFrta$axraQPãlSSPcBvarpaqpla.hcãlBPBhafrSPa
chãPartfJrgPafPJPatraXpcAPJaParSrgDaçfrgPJaBralgghatraBrlHPJvacPafJ8Al.PvaPlcBPatPlga
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PqPgAPBhaBhatrpahéXrAlãhvafhlgaãhSArlaPhatrpa.PtlcIhartazpffS:aáIPlca9traAhJcrlaha
dl.r”bJrglBrcAraBrazpffS:aáIPlcTvagrJlPaptPaqhJtPaBraAJh.PJaBraPJrgaraépg.PJaPSFptPa
hpAJPaqhJtPaBratra.hcr.APJa.htaPêprSrabJhfyglAhvaPAJPãógaBraptPaãlgôhaêpragrtfJracpAJlva
BraêpratrgthartazpffS:aáIPlcvafhBrthgaBlJrAPtrcAralcYprc.lPJaPaEHfrJlGc.lPaBhga
chgghgaáSlrcArgvaPAJPãógaBhga0hJcr.rBhJrgDaÀrgAPah.Pglôhva.JlrlatlcIPaãlgôhvaêpraBrqrcBha
IhXrvaBrazpffSlrJaEHfrJlrc.rvahpaEHfrJlGc.lPaBha0hJcr.rBhJva.hthaPaqhJtPaBrarcAJrFPJa
EHfrJlGc.lPgatrSIhJrgafPJPachgghgaáSlrcArgvargfr.lPStrcArachabyg”drcBPDadPthgaqPSPJa
tPlgaghéJralgghachaMcPSaBrgAraSlãJhva.hcAPcBhaghéJraPga“aBltrcg6rgaBPaEHfrJlGc.lPaBha
0hJcr.rBhJvaêpraBrgrcãhSãla.hcXpcAPtrcAra.htapta.hSrFPafJhqrgghJacha5cgfrJvabJhqDa
0Pélha2rg.PJlDa
kPflBPtrcArafrJ.rélaêpraPêprSracôharJPahaPtélrcArafPJPaptaS1BrJa.htharpDaíta

PtélrcAraBratl.JhFrJrc.lPtrcAhaBPgatlcIPgaPAlãlBPBrgaraBrafhp.Pa.hcglBrJPOôhafrSPa
tlcIParHfrJlGc.lPafJhMgglhcPSaracrcIptPa.hcglBrJPOôhafrShalcArJrggraBhgaáSlrcArgDaça
ãlgôhaBra.pJAhafJP)hvagrtagpfhJAraBPahJFPcl)POôhafPJParHr.pAPJaPgatpBPcOPgacr.rgg8JlPgva
.pStlchpa.htaPatlcIPagP1BPaBPartfJrgPartatrchgaBra;aPchDa
áhtharpaX8argAPãPagrtaqóJlPgaBraãrJBPBraI8atplAhaArtfhvaJrghSãlaAhtPJafPJPatltapta

frJ1hBhagPé8Al.hvalcBhafPJPahaRJPglSafPJPa.plBPJaptafhp.haBratrpgafPlgvaêpraX8argAPãPta
ãrSIlcIhgDa!pPcBhaJrghSãlaãhSAPJaPhaáPcPB8vaptafPJaBratrgrgaBrfhlgvatraBrlaBra.PJPa.hta
ptaPtélrcAraértafhp.ha.hcãlBPAlãhDaçafPcBrtlPaBraáhãlB”;“aIPãlPa.htrOPBharaéhPa
fPJAraBhgacrFy.lhgargAPãPaqr.IPBPDaçalcB-gAJlPaçrJhrgfP.lPSaIPãlPaBrJJrAlBhD
ÀrgArathtrcAhvaBrfPJrl”tra.htaptPaJrPSlBPBraBraBrgrtfJrFhvagrta.IPc.rgaBra

tpBPcOPacha.pJAhafJP)hDa

O grande passo

xPBPaPaglApPOôhaBraBrgrtfJrFharaBraAhAPSaqPSAPaBrafrJgfr.AlãPgaBraPJJPcXPJaptachãha
rtfJrFhvafrSPafPcBrtlParafrSPatlcIPalBPBra9cPaófh.Pa.htaCLaPchgTvafPggrlaPSFpcgatrgrga
grtagPérJahaêpraqP)rJDa
çfygaPSFpcgatrgrgvarta.hcãrJgPa.htamhpggrqamhpggrqvaptaFJPcBraPtlFhvaêpra.hcIr.lPa

raPBtlJPãPaPajrAhBhShFlPaÀ5áEvaqpla.hcãlBPBhaPatraAhJcPJaáIlrqaEHfrJlrc.raNÓ.rJa
BhaáIPJArJrBa5cgAlApArahqajPJúrAlcFajPcPFrtrcAahqaNcAPJlha9á5jjNTvahcBrarSrarJPaha
bJrglBrcArDaáhthagPélPaêprafhBrJlPa.hcAJléplJa.htaPalcgAlAplOôhvaêpraPXpBPaPa.PfP.lAPJa
fJhMgglhcPlgaBrajPJúrAlcFaPaqP)rJrtahajPJúrAlcFaêpraPFJrFPadPShJafPJPaPagh.lrBPBrva
hajPJúrAlcFa%Al.hvarpaP.rlArlaha.hcãlArDabhp.hgatrgrgaBrfhlgvargAratrgthaPtlFhatra
.hcãrc.rpaPa.JlPJaptPafSPAPqhJtPafPJParpa.htfPJAlSIPJargAPajrAhBhShFlPaÀ5áEa.htaha
tpcBhDa
ÀrggrathtrcAhvatrgthagrtacpc.PaArJaPtél.lhcPBhagrJartfJrrcBrBhJvatraAhJcrlaptva

qpcBPcBhaPaá…aQpéaztPJAaáhcgpSAlcFa5c.DaçalBrlParJPa.JlPJaptPa.hcgpSAhJlPaéhpAlêprva
rgfr.lPSl)PBPartaEHfrJlGc.lPaBhaáSlrcArvahcBrarpafhBrJlPa.htfPJAlSIPJaPajrAhBhShFlPa
À5áEaraãrJagrpafhBrJagrcBhapgPBhafPJPa.JlPJadPShJartahpAJPgahJFPcl)PO6rgDa
çaãrJBPBraóaêpralgghaóahaêprarpagrtfJraêplgaqP)rJDazrtfJraãlatrpaArtfha$aqJrcAraBha

crFy.lhaBrafrOPgaBraJrfhglOôhaBPaEtéJPrJa.hthatrpatrSIhJathtrcAhaBra.PJJrlJPvahcBra
qplatPlgaqrSl)va.JlPcBharaPfSl.PcBhaPajrAhBhShFlPaÀ5áEDazrtfJraêplgaãhSAPJaPaqP)rJaPêplShva
tPgacpc.PafrcgrlaêprahaM)rggrartaptPartfJrgPatlcIPDa
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çaãrJBPBraóaêpracôha.JrlhaêprarpafpBrggragrJaIhtrtahagpM.lrcArafPJPaPéPcBhcPJa
ptPa.PJJrlJPaBragp.rgghacPalcB-gAJlPaçrJhrgfP.lPSvafPJPatraBrBl.PJaPaptaghcIhaShp.ha
BraPéJlJaptPartfJrgPvaêprafJhãPãrStrcAraBrthJPJlPapcgaCaPchgafPJPa.htrOPJaPaBPJa
BlcIrlJhDa5gghagrtaqPSPJachaJlg.haBracôhaBr.hSPJvacôhaBPJa.rJAhDaáSPJPtrcArapta.PtlcIha
êprarpaXPtPlgaAhtPJlPafhJaãhcAPBrafJyfJlPD
ÀrggragrcAlBhvaracrggragrcAlBhaPfrcPgvaPafPcBrtlPaqhlaptPa.hlgPaéhPDaNéãlPtrcAraêpra

PafPcBrtlPaqhlatplAhaJpltvaSrãPcBhaPSFpcgaPtlFhgaratrpaFJPcBraPtlFharalcgflJPOôhva
trpabPlDaNagrcAlBhaBPatlcIPaqJPgraP.ltPaóaêprarpaXPtPlgaArJlPaqrlAhaptathãltrcAharta
épg.PaBraptaghcIhvaptaBrgrXharg.hcBlBhvagracôhaqhggrafhJarggPaglApPOôharHAJrtPDa
çfyga;aPchaBraJr.rlAPa)rJhvaPMcPSvaBpJPcAraPafPcBrtlPaclcFpóta.htfJPãPacPBPva

qr.IrlatrpafJltrlJha.hcAJPAharaBPSl artaBlPcArvaqhJPtatplAhgahpAJhga.hcAJPAhgva
.htaáSlrcArg aBr afJPAl.PtrcAr a AhBPg a Pg a lcB-gAJlPgv a ãPJrXhv a grJãlOhg aMcPc.rlJhgva
PFJhva.htthBlAlrgvaIhgflAPSlBPBrvarcAJrArcltrcAhvatPcpqPApJPvaArSr.htpcl.PO6rgva
PpAhthélS1gAl.PvarBp.POôhvagP-Brva.htpcl.POôhva2dvarcAJrahpAJPgD
EpagrtfJraP.JrBlArlaêpraPajrAhBhShFlParJPaPFcygAl.PvahpagrXPvarJPaPfSl.8ãrSarta

êpPSêprJa.hcArHAhvartaêpPSêprJacrFy.lhvarahaAJPéPSIha.htaAPcAhgaáSlrcArgvaAôha
ãPJlPBhgvafJhãhpaêprarpargAPãPa.rJAhDa
çSl8gvaAJPAPJrthgatPlgaPBlPcArahaqPAhaBrahga.hc.rlAhgaBraá…agrJrtaíclãrJgPlgDaNpa

grXPvarSrgagrtfJragraPfSl.PtvaBrgBraêpraPXpgAPBhgafPJPaPaJrPSlBPBraBhacrFy.lhvacôha
qP)rcBhaBlqrJrcOPaêpPSaPalcB-gAJlPvagraóaFJPcBrahpafrêprchvagraóaq1gl.hahpaBlFlAPSvagraóa
RLRahpaRLáDaNga.hc.rlAhgagrtfJragraPfSl.PtD
çhaShcFhaBhga-SAlthgaPchgvatplAPgahfhJApclBPBrgagraPfJrgrcAPJPtartaqpcOôhaBha

trpafrJMSaraBPatlcIPachãPa.PJJrlJPvaêpralcl.lrlaBha)rJhDaEpatraAhJcrlafPJ.rlJhaBPa
0PS.hclvatPlhJa.hcgpSAhJlPaBraFrgAôhachaRJPglSacPaPApPSlBPBrvajrcAhJacPa0kz2vaptPa
rtfJrgPaBhaFJpfha0PS.hclaqh.PBPachaBrgrcãhSãltrcAhaBraSlBrJPcOPgvahcBra.Jlrlaha.pJgha
Braá…aBhafJhFJPtPaBrSrgvabJhqrgghJachga.pJghgaBraá…aBPaEBp.POôhaEHr.pAlãPaBha5cgfrJa
rtazôhabPpShvatraAhJcrlajrcAhJacPa2hfLmhpvaáhcgrSIrlJhartawagAPJApfgaBra2r.chShFlPa
9zPPzArfgvagréSlD.HarabPlSSPDlhTvatraAhJcrlafrgêplgPBhJaBra2r.chShFlPaPfSl.PBPaPaá…a
chaQptérJaáhSSrFrarta2hJhcAharvatPlgaJr.rcArtrcArvaqpla.hcãlBPBhaPatraAhJcPJa
áhcgpSAhJazGclhJartawa.hcgpSAhJlPgaêprapgPtatlcIPaãlgôhaBraá…afPJPatrSIhJPJa
gpPahqrJAPva.htaptPaãlgôhaBlqrJrcAraratPlgaIptPcl)PBPaBPaPfSl.POôhaBrabJh.rgghgara
2r.chShFlPDaEgAPga.hcgpSAhJlPgagôhaPaRJPlcnhJúaraPaçcPtPHachaáPcPB8araPa5chãPHacha
RJPglSDa
U8 a lP a rgêpr.rcBh aBr a qPSPJ aBP atlcIP afhglOôh aBr abJrglBrcAr aBP a0rBrJPAlhc ahqa

áPcPBlPc”RJP)lSlPcaRpglcrggrga90áRRTarta2hJhcAhvaêprarHrJ.laBraL(;eaPaL(LwDajPlga
APJBrvatraAhJcrlatrtéJhaBhaRhPJBaBPalcgAlAplOôhva.pXhafJhfyglAhaóaqhtrcAPJaha.htóJ.lha
élSPArJPSarcAJraRJPglSaraáPcPB8va.htaqh.hartazAPJApfgaBra2r.chShFlPDa
çSótaBlgghvaPcArgaBrarg.JrãrJargAraSlãJhvaqpla.hPpAhJartaCaSlãJhgvaqPSPcBhaBraArtPga

.htha5cArSlFGc.lPaEth.lhcPSvaEHfrJlGc.lPaBhaáSlrcArva5chãPOôharabJhfyglAhDa
çSótaBraApBhalgghvaghpahaghJApBhaêpraóa.PgPBha.htaPa0PélPcPaI8atPlgaBraLCaPchga

raArcIhawaMSIhgvaRJpcPara5gPérSPvaFGtrPgaBraLLaPchgvaraQrcJlêprvaBra;CaPchgDaÀôha
fhBrthgargêpr.rJaBPaQhcr:a9êpralcqrSl)trcArachgaBrlHhpTaraBPajrSvachggPgaBpPga
MSIhAPgafrSpBPgvaêpragôhachggPgafrAgaBragpfhJAraraêpragrJãrtaBraPfhlharth.lhcPSafPJPa
AhBhgacPaqPt1SlPDaçSl8gvarSPgagôhaBPaqPt1SlPD
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EggraóaptaJrgpthaBraêprtaghparpvaptaPfPlHhcPBhafrSPaEHfrJlGc.lPaQptPcParaêpra
PBhJPa.htfPJAlSIPJa.hcIr.ltrcAhDa
NaNéXrAlãhaBrgAraSlãJhaóaJrPSl)PJatrpabJhfyglAhaBraghéJrãlãrJa$atlcIPathJArvaPAJPãógaBha

JrFlgAJhaBhatrpa.hcIr.ltrcAhvaêprafrJtPcr.raBrfhlgaêprarpatraqhJvaraPAJPãógaBhaltfP.Aha
êprargAra.hcAr-BhafhBrJ8aAJP)rJafPJPa.PBPaptaBratrpgaSrlAhJrgDa
EgfrJhaêpraFhgArtarvagraFhgAPJrtva.htfPJAlSIrtargAra.hcIr.ltrcAha.htaAhBhgaPêprSrga

êpraãh.GgaP.IPJrtaêpratrJr.rtaPa.IPc.raBrapgPJargAra.hcIr.ltrcAhafPJPaqP)rJaBhatpcBha
ptaSpFPJatrSIhJaPAJPãógaBPgaEHfrJlGc.lPgDa

Amostra



Sobre este Livro

E Lcombaseoneboc xsbLeoprioêl,touloEdvtAPfupPlovArC,,Prul.çot,qõXr,otoáPáfupPl,oXro
ãõqrAçoir,qAluXro,õlovtA,vtpqPáloXtoOArzt,,rAoXroqtiloEdvtAPfupPloXroé.PtuqtgoãorêAlo
AtvAt,tuqlo,õl,opAtuIl,olXHõPAPXl,oXõAluqtoiõPqr,olur,olqtuXtuXroé.Ptuqt,oto,õvrAqlXl,o
vt.rovr,qtAPrAot,qõXroXr,oirqPár,ovt.r,oHõlP,o,õl,olIUt,oprirovArC,,Prul.oXtoéóoXtozlqro
zõupPruliçoXtozrAiloAtv.Ppíát.otouGrolvtul,ovrAoprPupPXfupPlorõolpl,rgo

No.PáArovAtqtuXtoqAlMtAoõilovtA,vtpqPáloXtoéóoHõtoálPoiõPqrol.kioXroãqtuXPituqro
lvtul,çoil,oõiloáP,Groliv.loXlopriv.tdPXlXtoXtoéóopriroõiloztAAlituqloXtoVt,qGro
XlojuqtAzlptohõilulgo1ilovtA,vtpqPáloHõtopru,PXtAloloPuqtA,tpIGroXloEdvtAPfupPloXro
é.Ptuqtopriol,oáíAPl,oXP,pPv.Pul,oXtuqAroXtoõioutV2pPrçovlAloXtiru,qAlAoHõtolopru,qAõIGro
XtoEdvtAPfupPl,oXtoHõl.PXlXtçoPuqtupPrulP,otoAtvtqPqPál,o,2ovrXtolpruqtptAoXtozrAilo
pru,P,qtuqto,toqrXr,or,oPuXPáTXõr,oXlorAVluPMlIGrotuqtuXtAtiolo,õlopruqAPêõPIGrovlAlolo
EdvtAPfupPloXroé.Ptuqtçovr,PqPálotoutVlqPálituqtgo
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Xtotdtiv.r,ovAíqPpr,oto;P,q2APl,oAtlP,çotdv.PplXr,olqAlák,oXtoAtztAfupPl,oêPê.PrVAíCpl,o
PivrAqluqt,oHõtopruáPXliolrot,qõXroilP,oXtql.;lXroXtoplXlol,,õuqrg

OlAlozlpP.PqlAorotuqtuXPituqroXtol.Võu,opruptPqr,opriv.tdr,çot,vtpPl.ituqto,rêAto
O,Ppr.rVPl o t o6tõArpPfupPlç or o lõqrA o qrirõ ol o .PêtAXlXt oXt o zlMtA o l.Võu, o l:õ,qt, o to
,Piv.PCplIUt,otiol.Võu,opruptPqr,otoirXt.r,çor,oHõlP,ouGroPuál.PXliol,oAtztAfupPl,ço
il,olvtul,oplAAtVlioptAql,oPivAtpP,Ut,çoHõtçourotuqluqrçovtAiPqtioHõtovr,,lir,o
tuqtuXtAor,opriv.tdr,oitpluP,ir,oXloituqto;õiluloXtozrAiloHõtovr,,lir,olv.PplAot,qto
pru;tpPituqroXtozrAilovAíqPplototCplMotiour,,roXPloloXPlgoo

E,qto.PáArokoprivr,qroXto<=ovlAqt,çol,oHõlP,olVAõvlioplvTqõ.r,oXtoqtil,olCu,gojuPpPlir,o
pr.rpluXroqrXr,or,o.tPqrAt,ouloit,ilovíVPulotioAt.lIGrolr,opruptPqr,oêí,Ppr,oXtoéóoto
XtvrP,otár.õTir,ovlAlopruptPqr,oilP,o,rC,qPplXr,çovl,,luXrovt.lojuqtAzlptçovt.roé.Ptuqtço
vrAo>íqPpl,otoE,qAlqkVPl,çovt.rovlvt.oXlo>tpur.rVPlotoXlomPXtAluIlouloérutdGroEirpPrul.o
lqAlák,oXr,oOP.lAt,oXtoéóovlAlolo5tAlIGroXto9l.rAoulovtA,vtpqPáloXroé.PtuqtçotuqGro
ztp;lir,oprioáP,Ut,ouGroqAlXPpPrulP,oXlolv.PplIGroXtoéóg
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Esclarecendo as Diferenças

E quefruntqm aqtqcoiqgbicoiédiviédiqspxédipiqpxvêCxqdsvl.vqQiçsqspxédipibqpxvq
sqvsêxbêsqQx,qábx“,,êxésê,qQiqEAáibêhépêsqQxqóSêiédi?q”oséQxqviqáibCoédsvqxqcoiqioq
gs…xqiqQêCxqcoiq,xoqóxé,oSdxbqQiqEAáibêhépêsqQxqóSêiédiUqbipilxq,ivábiqpxviédXbêx,qQxq
dêáxqJõzUqscoiSiqéiCPpêxqQiqjopi,,xqQxqóSêiédiUqé.íãUqxoqJõzUq,iêVqõcoiSiqéiCPpêxqQiq
3(Uqé.íãUqxoqsêéQsqJõzUqscoiSsqpxê,sqQiqõdiéQêviédxqsxqóSêiédiUqé.íãUqxoqsd.qJõzUqdXVq
)xbésQsqQxqóSêiédiUqé.íãVqiédbiqxodbs,qvoêds,qçsbês…:i,?q
EoqCx,dsbêsqQiqçibqsqpsbsqcoiqioqgs…xqpsQsqçiOqcoiqgsOivqi,di,qpxviédXbêx,?q
TsbsqdibqpibdiOsqQiqcoiUqsxqSxéCxqQi,diqSêçbxUqi,di-svx,qgsSséQxq,ivábiqpxvqls,iqéx,q

vi,vx,qábêépIáêx,Uqspzxqêváxbdsédiqi,pSsbipibvx,qs,qQêgibié…s,qiédbiqx,qçXbêx,qs,áipdx,q
QsqEAáibêhépêsqQxqóSêiédiqcoiqCibsvqdsédsqpxégo,Rx?q&svx,qi,pSsbipibqs,qQêgibié…s,qiédbiq
ójqés,q,os,qNqçsbês…:i,qGóo,dxvibqjoááxbdUqóo,dxvibqjibçêpiUqóo,dxvibqjoppi,,ÓUqó(Uq
3(UqõdiéQêviédxqsxqóSêiédiUq)xbésQsqQxqóSêiédiqiqóiédbsSêQsQiqQxqóSêiédi?
&svx,qSXD

Suporte ao Cliente (CS — Customer Support)

FqjoáxbdiqsxqóSêiédiq.UqáxbqésdobiOsUqbisdêçxUqáxê,q.qêéêpêsQxqáiSxqóSêiédi?q4bsdsú,iq
Qsqs,,ê,dhépêsqiqQxqspxé,iSzsviédxqgxbéipêQx,qsx,qóSêiédi,UqsqáiQêQxqQiSi,UqcoséQxq
iégbiédsvqábxlSivs,qpxvqovqábxQodxqxoq,ibçê…x?qM,,xqCibsSviédiqêépSoêqs-oQsqd.péêpsUq
bi,xSo…RxqQiqábxlSivs,qiqbi,áx,dsqsqáibCoéds,qi,áipI“ps,?qFqxl-idêçxqQxq,oáxbdiqsxq
óSêiédiq.qbi,xSçibqx,qábxlSivs,qQiqgxbvsqi“pêiédiqiqi“psOUqCsbsédêéQxqsq,sdê,gs…RxqQxq
óSêiédiqiqvêéêvêOséQxqxq,ioqdiváxqQiqêésdêçêQsQiqxoqQiqlsêAsqábxQodêçêQsQi?
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Serviço ao Cliente (CS — Customer Service)

Fqjibçê…xqsxqóSêiédiUqáxbqxodbxqSsQxUq.qábxsdêçxqáxbqésdobiOs?qEéçxSçiqdxQs,qs,qêédibs…:i,q
ivqcoiq,osqicoêáiqs-oQsqx,qóSêiédi,Uq,ivqcoiqzs-sqovqáiQêQxqi,áipI“pxqQiSiUqpxvxq
soAêSêsbqéovsqpxvábsUqpxvásbdêSzsbqábxvx…:i,Uqgxbéipibqêégxbvs…:i,qydiê,Uqábxçibq
pxédiyQxqbiSiçsédiUqiéçêsbqái,coê,s,qQiq,sdê,gs…RxqxoqsdosSêOs…:i,qQiq,dsdo,qQiqáiQêQx,Uqxoq
Qiq,xSo…RxqQiqábxlSivs,?qEApiSiédiqjibçê…xqsxqóSêiédiq,êCéê“psqêbqsS.vUqxgibipiéQxq&sSxbq
sQêpêxésSqiqpbêséQxqovsqpxéiARxqáx,êdêçsqivqdxQs,qs,qidsás,qQsqêédibs…RxqpxvqxqóSêiédi?q
Foq,i-sUqvsédibqxqóSêiédiqpxéipdsQxqpxvq,osq6sbpsqpxédêéosviédiqiqêQisSviédiUq
áibpiliéQxq&sSxbqQiqgxbvsqpxédêéosQsqsxqSxéCxqQxqdiváx?qjêCéê“psqpxédêéosviédiq
vx,dbsbqsxqóSêiédiqcoiqçxphq,iqêváxbdsqpxvqiSiUqvi,vxqcoiqéRxqi,di-sqéovqvxviédxqQiq
&iéQsUqvsédiéQxq,osq6sbpsqçêçsqiqs,,xpêsQsqsqsSCxqáx,êdêçxqésqviédiqQxqóSêiédiqxqdiváxq
dxQx?

Atendimento ao Cliente

õqásSsçbsqõdiéQêviédxqçivqQxqçiblxqJõdiéQibãU qcoiqçivqQiqJQsbqõdié…Rxã? qFq
õdiéQêviédxUqáxbdsédxUqi,dXqêédêvsviédiqSêCsQxqHqpsáspêQsQiqQiqQsbqçibQsQiêbsqsdié…Rxq
sxqóSêiédi? q M,,xq,êCéê“psqxoçêb qsdiédsviédiqi qbi,áxéQib qH, q ,os, qéipi,,êQsQi,? qFq
õdiéQêviédxqáobxqéRxqdivqpxvxqábxáP,êdxqbi,xSçibqxqábxlSivsUqvs,qCsbsédêbqcoiqxq
ábxlSivsq,i-sqbi,xSçêQx?qTxbqésdobiOsUqxqõdiéQêviédxq.qbisdêçx?qFqóSêiédiqêéêpêsqxqpxédsdxq
iqxqõdiéQiédiqGscoiSiqcoiqQXqõdié…RxÓqlo,psqiédiéQibq,osqéipi,,êQsQiqiqiépsvêézsq
xqóSêiédiqsqovsqjxSo…Rx?qFqlxvqõdiéQêviédxqábi,,oá:iqbi,áiêdxUqiQops…RxUqpxbdi,êsUq
áxSêQiOUqpoêQsQx,Uqsdié…RxqiqspxSzêviédx?qõqásSsçbsqJêváxbdsédiãq,iqbigibiqHcoiSiqcoiqdivq
sSCo.vqcoiq,iqJêváxbdsãqpxé,êCxUqxoqSziqQXqJêváxbd1épêsã?qFqóSêiédiq,iq,iédiqêváxbdsédiq
coséQxqsSCo.vqQivxé,dbsqcoiq,iqêváxbdsqpxvqiSi?qE,diq.qxqásáiSqQxqõdiéQiédiUqxoqcoivq
gsOqxqõdiéQêviédxUqvx,dbsbqcoiq,iqêváxbds?q/sqábXdêpsUqxqõdiéQiédiqáxQiqbi,áxéQibqsq
áibCoéds,qiqiAipodsbqsdêçêQsQi,q,êváSi,qásbsqbsáêQsviédiqSêlibsbqxqóSêiédiUqpxvxqçiéQs,Uq
ábxçibqbi,áx,ds,Uqiédbiqxodbs,qsdêçêQsQi,?q6s,qxqgoéQsviédsSqQxqõdiéQêviédxq.qpxéipdsbq
xqóSêiédiqsqovsqjxSo…Rx?q4xQx,qcoiqdhvqsSCovsqêédibgspiqQêbidsqpxvqxqóSêiédiUqivqsSCovq
vxviédxUqi,dsbRxqgsOiéQxqõdiéQêviédxUqáxê,qi,diq.qxqêéIpêxqQiqcosScoibqêédibs…Rx?

Sucesso do Cliente (CS — Customer Success)

Fqjopi,,xqQxqóSêiédiqgxpsqivqs-oQsbqábxsdêçsviédiqx,qóSêiédi,qsqsdêéCêbivq,io,q
xl-idêçx,qQi,i-sQx,qpxvqxqábxQodxqxoq,ibçê…xqpxédbsdsQx?q4bsdsú,iqQiqCsbsédêbqcoiqx,q
óSêiédi,qxldiézsvqxqvXAêvxqçsSxbUqsábxçiêdséQxqsxqvXAêvxqs,qgoépêxésSêQsQi,qQx,q
ábxQodx,qi7xoqQx,q,ibçê…x,qásbsqsSpsé…sbq,io,qxl-idêçx,UqbiQoOêéQxqs,,êvqsqiçs,Rxqiq
soviédséQxqsqSisSQsQi?qEcoêái,qQiqjopi,,xqQxqóSêiédiqgbicoiédiviédiqdbslsSzsvqSsQxq
sqSsQxqpxvqx,qóSêiédi,qásbsqiédiéQibq,os,qéipi,,êQsQi,UqsQsádsbq,xSo…:i,qiqgxbéipibqx,q
dbiêésviédx,qéipi,,Xbêx,?q2qgoéQsviédsSqcoiUqcoséQxqxqóSêiédiqbipilsqxqábxQodxqxoq
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,ibçê…xqpxédbsdsQxUqiSiqbsáêQsviédiqáx,,sqáibpilibqxq&sSxbqcoiqi,diqxqdbsOUqáxbqê,,xqi,diq
óSêiédiqábipê,sqi,dsbqsádxqsqodêSêOsbqi,diqábxQodxqxoq,ibçê…xqéxq,ioqvXAêvxqáxdiépêsS?q
E,diq.qxqdbslsSzxqQxqjopi,,xqQxqóSêiédiUqpsáspêdsbqxqóSêiédiqsqdibq,opi,,xqéxqo,xqQxqcoiq
pxédbsdxoqxoqpxvábxo?

Experiência do Usuário (UX — User Experience)

õqEAáibêhépêsqQxq3,oXbêxqbigibiú,iqHqo,slêSêQsQiqiqHqpxé,icoiédiqjsdê,gs…RxqQxqóSêiédiq
sxqêédibsCêbqpxvqovqábxQodxqxoq,ibçê…xUqi,áipêsSviédiqábxQodx,qxoq,ibçê…x,qQêCêdsê,Uq
pxvxq,êdi,qxoqsáSêpsdêçx,?qFqQi,êCéqQiq3(qlo,psqpbêsbqêédibs…:i,qêédoêdêçs,Uqi“pêiédi,qiq
sCbsQXçiê,?q3vsqPdêvsqEAáibêhépêsqQxq3,oXbêxqáxQiqdbsé,gxbvsbqovsqdbsé,s…Rxqivqovsq
pxéiARxUqgspêSêdsbqsqsQx…RxqQiq4ipéxSxCêsqiqábxáxbpêxésbqpxégxbdxqiqpxéçiéêhépês?q
õáiés,qQi,dspséQxqovsqQê,dêé…RxqêváxbdsédiU qJóSêiédiãqiqJ3,oXbêxãqéRxq,Rxq

,êéTéêvx,Uqáxê,Uqsái,sbqQiqdxQxq3,oXbêxq,ibqovqóSêiédiUqéivqdxQxqóSêiédiq.qovq3,oXbêx?q
TxbqiAiváSxUqivqvêézsqps,sUqioqQipêQxqsqpxvábsUqioqiAipodxqsqpxvábsqiUq,iqzXqsSCovq
ábxlSivsqpxvqxqTSsU,dsdêxéqSqQxqvioq“SzxUqioqcoiqdiézxqcoiqbi,xSçibUqvs,qioqéRxq-xCxq
çêQixCsvi,?qEoq,xoqóSêiédiUqvs,qxq3,oXbêxq.qvioq“SzxqsQxSi,piédi?q
/i,diqps,xqivqásbdêpoSsbUqvioq“SzxqdivqcoiqCx,dsbqvoêdxqQsqêédibgspiqpxvxq3,oXbêxUq

-XqcoiqiSiq.qxqvsêxbqêéVoiépêsQxbqQsqpxvábsUqvs,qioqdiézxqcoiqCx,dsbqQx,qxodbx,qs,áipdx,q
QsqpxvábsUqpxvxqóSêiédiUqpxvxqsqgspêSêQsQiqQiqpxvábsbUqábi…xUqcosSêQsQiqQxq,ibçê…xqQiq
,oáxbdiqsxqóSêiédiUqpxvásdêlêSêQsQiqpxvq-xCx,qQiqçib,:i,qsédibêxbi,UqQê,áxéêlêSêQsQiqQiq
áibêg.bêpx,Uqps,xqpxédbXbêxUqioqéRxqviqQiêAxqpxéçiépibqáiSsqpxvábsqQxqéxçxqvxQiSx?q6ioq
“SzxqêéVoiépêsUqvs,qioqQipêQxqsqpxvábsUqáxbdsédxqsqEAáibêhépêsqQxq3,oXbêxUqsái,sbqQiq,osq
êvié,sqêváxbd1épêsUqéRxqls,dsqásbsqsqdxvsQsqQiqQipê,RxqQiqpxvábs?qEvqxodbs,qásSsçbs,Uq
sái,sbqQiqgoéQsviédsSUqéRxq.q,o“pêiédi?

Jornada do Cliente (Customer Journey)

õq)xbésQsqQxqóSêiédiUqéxbvsSviédiqbiábi,iédsQsqCbs“psviédiUq.qxqpsvêézxqpxváSidxq
coiqovqóSêiédiqáibpxbbiUqQi,Qiqxqábêviêbxqpxédsdxqpxvqsqvsbpsqsd.qxq“ésSqQsqêédibs…RxUq
pxvxqxqQi,psbdiqiq,ol,dêdoê…RxqQxqábxQodxqxoqsqbiéxçs…RxqQiqovsqs,,êésdobsUqxoq
,ol,pbê…Rx?q
6sáisbqsq)xbésQsqQxqóSêiédiqs-oQsqs,qivábi,s,qsqpxvábiiéQibivqs,qéipi,,êQsQi,qiqx,q

áxédx,qábxlSivXdêpx,qivqpsQsqidsásqQxqbiSspêxésviédxqiqQxqpxédsdxqQxqóSêiédiqpxvq,osq
6sbpsUqáibvêdêéQxqovsqviSzxbqxdêvêOs…RxqQsqEAáibêhépêsUqsdbsç.,qQsqbi,xSo…RxqQs,qÇxbi,q
QxqóSêiédi?

Centralidade do Cliente (Customer Centricity)

õqóiédbsSêQsQiqQxqóSêiédiq.qovsq“Sx,x“sqcoiqpxSxpsqxqóSêiédiqéxqpiédbxqQiqdxQs,qs,q
Qipê,:i,Uqi,dbsd.Cês,qiqs…:i,qQiqovsqivábi,s?q4bsdsú,iqQiqpbêsbqovsqpoSdobsqivábi,sbêsSq
coiqábêxbêOsqs,qéipi,,êQsQi,qiqiAáipdsdêçs,qQx,qóSêiédi,?q

Amostra



õà4Eqâq/EÉLóMFDqõjqÇ3õjq5õóEjqÇEqó(W

Evábi,s,qpiédbsQs,qéxqóSêiédiq,iqi,gxb…svqásbsqiédiéQibqábxgoéQsviédiqi,di,q,io,q
óSêiédi,qiqásbsqiédbiCsbq&sSxbqiApiápêxésSqpxé,ê,diédiviédi?q
jiqovsqivábi,sq.qçibQsQiêbsviédiqóiédbsQsqéxqóSêiédiUqsédi,qQiqdxvsbqcosScoibqs…Rxq

ábXdêpsqivqbiSs…RxqsxqéiCPpêxqiq,os,qêédibs…:i,qpxvqx,qpSêiédi,UqiSsq,iqáibCoédsDqJ6ioq
óSêiédiqçsêqCx,dsbqQê,,xUqxoqéRxíã?q
jiqsqbi,áx,dsqgxbqJ/RxãUqovsqivábi,sqçibQsQiêbsviédiqóiédbsQsqéxqóSêiédiqçsêqçxSdsbq

ásbsqsqábsépzidsqásbsqQi,iézsbqovsq,xSo…RxqviSzxbUqcoiqx,qóSêiédi,qêbRxqsábipêsbUqxoqsxq
viéx,qêbRxq,ibqêváspdsQx,qéiCsdêçsviédiqsxqvIéêvxUqéxqps,xqQiqxlbêCsdxbêiQsQiqQsqs…RxUq
áxbqpso,sqQiqsSCovsqéxçsq8iêUqáxbqiAiváSx?q

Experiência do Cliente (CX — Customer Experience)

4xQs,qs,qQi“éê…:i,qspêvsq,Rxqvoêdxqêváxbdsédi,qiqivqQêgibiédi,qgs,i,qQxqbiSspêxésviédxq
xoqêédibgspiqpxvqxqóSêiédi?qESs,qgsOivqdxQsqsqQêgibié…sqásbsqsqcosSêQsQiqCibsSqQsq
EAáibêhépêsqcoiqxqóSêiédiqdivqpxvqovsq6sbps?qõpxédipiqcoiqéiézovsqQi,ds,qs…:i,q
spêvsqê,xSsQs,qbiábi,iédsqsqEAáibêhépêsqQxqóSêiédi?q
õqEAáibêhépêsqQxqóSêiédiq.qsq,xvsqQiqdxQs,qi,ds,qi,dbsd.Cês,qQiqêédibs…RxqpxvqxqóSêiédiUq

H,qbis…:i,qpxCéêdêçs,Uqsgidêçs,Uq,ié,xbêsê,qiqpxváxbdsviédsê,qQx,qóSêiédi,Uqxoq,i-sUqpxvxq
iSi,q,iq,iédivUqivqdxQs,qi,ds,qêédibgspi,?
õqvêézsqQi“éê…RxqQiqEAáibêhépêsqQxqóSêiédiq.qsq,iCoêédiD

JExperiência do Cliente é tudo aquilo que seu Cliente passa 
enquanto em contato com sua Marca, Produtos e Serviços. São as 
interações que irão criar Expectativas e darão lugar a Emoções 
e Sentimentos, os quais irão fixar Memórias na mente dos seus 
Clientes, que irão direcionar a forma como eles Pensam, Decidem 
e seu Comportamento de Compra, além da forma como irão se 
referir e promover sua Marca, positiva ou negativamente.ã

õQêsédiUqéi,diqSêçbxUqêbivx,qiAáSxbsbqivqQidsSziqx,qçXbêx,qs,áipdx,qbiSspêxésQx,q
HqEAáibêhépêsqQxqóSêiédiU qpxvxqEAáipdsdêçs,U qEvx…:i,U qjiédêviédx,U q6ivPbês,Uq
óxváxbdsviédxqQxqóxé,ovêQxbUqTbxvx…RxqxoqàipxviéQs…RxUqiédbiqxodbx,Uq,ivábiq
,xlqsqPdêpsqQxqgoépêxésviédxqQxqó.bilbxqXovséx?q

Resumo

ósQsqovqQi,,i,qpxépiêdx,qQi,iváiézsqovqásáiSqçêdsSqésqTibpiá…RxqQsqcosSêQsQiqQsq
EAáibêhépêsqiqQsqêédibs…RxqQx,qóSêiédi,qpxvq,osqvsbpsUqvs,qéiézovqQiSi,qê,xSsQsviédiq
áxQiq,iqpxégoéQêbqpxvqsqEAáibêhépêsqQxqóSêiédiqivq,êD

Y?qSuporte ao Cliente:qõ,,ê,dhépêsqd.péêpsqiq,xSo…RxqQiqábxlSivs,?
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[?qServiço ao Cliente:q6sédibqsqpxéiARxqçêçsqiqábxvxçibqêédibs…:i,qáx,êdêçs,?

N?qAtendimento ao Cliente: àipiádêçêQsQiqiqspxSzêviédx?qÇsbqsdié…Rxqsxq
óSêiédi?

ô?qSucesso do Cliente: qõ-oQsbqábxsdêçsviédiqx,qóSêiédi,qsqsdêéCêbivq,io,q
xl-idêçx,?

S?qExperiência do Usuário:q3,slêSêQsQiqiq,sdê,gs…Rxqésqêédibs…RxqpxvqxqábxQodx?

W?qJornada do Cliente:qFqpsvêézxqpxváSidxqQxqóSêiédiqpxvq,osqvsbps?

Z?qCentralidade no Cliente: q3vsqslxbQsCivqQiqéiCPpêx,qcoiqábêxbêOsqs,q
éipi,,êQsQi,qQxqóSêiédi?

\?qExperiência do Cliente:qõq,xvsqQiqdxQs,qs,qêédibgspi,qQxqóSêiédiqpxvq,osq
6sbpsqiqpxvxqi,,i,qóSêiédi,q,iq,iédivqpxvqê,,x?

óxvábiiéQibqi,,i,qpxépiêdx,qgoéQsviédsê,qéx,qs-oQsqsqsdiéQibqviSzxbqéx,,x,q
óSêiédi,qásbsqpbêsbvx,qbiSs…:i,qáx,êdêçs,qiqQobsQxobs,?qTxbqviêxqQxqgxpxqivqpsQsqXbisUq
áxQivx,qCsbsédêbqovsqslxbQsCivqslbséCiédiqHqjsdê,gs…RxqQxqóSêiédi?

Amostra



2

Princípios de CX

N qu ejlgousrmae tgrmplp imqemencíe-chvdeEíxíêedEencC(xde—xX).ã—XdEf.,CPíeçCe
zO—íxXb).XCeçdeõhXí)(íeáõcE(dêíxezO—íxXí).íeAeõIéye

zEEíEe—xX).ã—XdEeEDdeíEEí).XCXEe—CxCe.d)E(xcXxexíhC.Xd)Cêí)(dEeHdx(íEeíeçcxCçdcxdEe.dêe
dEeõhXí)(íE“evCxC)(X)çdencíeíhíEe(í),CêecêCe”íx.í—RDde—dEX(XPCeçCeEcCeêCx.Ce)dehd)vde
—xCÍdy

Sh,C)çdeêCXEeçíe—íx(d“ePíêdEencíeíE(íEe—xX).ã—XdEeEDde)CePíxçCçíeCEe9CEíEe—CxCe
cêCeõch(cxCeõí)(xCçCe)deõhXí)(í“e—dx(C)(d“eCEeíê—xíECEencíe.d)EívcXxíêeX)EíxXxe
íE(íEe—xX).ã—XdEe)deçXCeCeçXCeçíeEcCEed—íxCRÉíE“e—xdPCPíhêí)(íe.d)EívcXxDde—xdêdPíxeCe
PíxçCçíXxCe(xC)EHdxêCRDde—CxCeCeõí)(xChXçCçíeçdeõhXí)(í“eçíeHdxêCe—íxí)íeíeEcE(í)(âPíhy

Princípio 1: A Experiência do Colaborador Precede a Experiência 
do Cliente

2eEC(XEHCRDdeíedeí)vC-Cêí)(deçdEeõdhC9dxCçdxíEeXê—C.(CêeçXxí(Cêí)(íeCencChXçCçíeçCe
zO—íxXb).XCeí)(xívcíeCdeõhXí)(íyeõdhC9dxCçdxíEeHíhXÍíEeíeêd(XPCçdEe(bêeêCXEe.,C).íEe
çíedHíxí.íxecêeíO.íhí)(íeEíxPXRdye5EEdeEXv)X6.CencíeX)PíE(Xxe)de9íêfíE(Cx“e(xíX)Cêí)(deíe
çíEí)PdhPXêí)(deçdEeõdhC9dxCçdxíEe%e.xc.XChy

2ezO—íxXb).XCeçdeõdhC9dxCçdxe)DdeEíehXêX(CeCdeêdêí)(deçCeX)(íxCRDde.dêedeõhXí)(íye
2eçí6)XRDdeçíezO—íxXb).XCeçdeõdhC9dxCçdxeázê—hd0ííezO—íxXí).íeAezIé“eEívc)çde
ShXPXíxe4c9cXEEd)“eíOf1íCçeçíezO—íxXb).XCeçdeõdhC9dxCçdxeçCeNdPCx(XE“e%e82eEdêCe
çCEePâxXCEe—íx.í—RÉíEencíedeõdhC9dxCçdxe(íêeEd9xíeEcCEeX)(íxCRÉíEe.dêe.CçCeâxíCeçCe
dxvC)XÍCRDdeíêencíe(xC9Ch,Cóye
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zEECeçí6)XRDde)dEeêdE(xCencíezIeC9xC)víe(cçdeCdexíçdxeçdeõdhC9dxCçdx“e.dêde
”xd.íEEdEeí6.Xí)(íE“eHíxxCêí)(CEeCçíncCçCE“e.dê—í(b).XCEeCçncXxXçCEe—dxeêíXdeçíe
(xíX)Cêí)(dEeíecêCe.ch(cxCedxvC)XÍC.Xd)Chencíe—íxêX(íencíeíhíe—xdE—íxíy

…eEd9xíeçCxedEexí.cxEdEe)í.íEEâxXdEe—CxCencíedeõdhC9dxCçdxeEíeEX)(Ce.C—C.X(Cçdeíe
xí.d),í.Xçde—íhdeíEHdxRdeíêedHíxí.íxezO—íxXb).XCEeíO.í—.Xd)CXEeCdEeõhXí)(íEy

2eêX),Ceçí6)XRDdeçdencíe%ezIe%eEXê—híEêí)(íe82ncXhdencíeEíeHCÍe—CxCevíxCxede
z)vC-Cêí)(deçdeõdhC9dxCçdxóyee

4íeC.dxçde.dêecêCe—íEncXECeçde8z)vCvíeHdxeVc..íEEó“ecêeêdPXêí)(de9xX(à)X.de
Hd.Cçde)Ce—xdêdRDdeçdeí)vC-Cêí)(deçdEeõdhC9dxCçdxíEe.dêdeCeHdxêCeçíe(xCÍíxeEc.íEEde
—CxCeCEedxvC)XÍCRÉíE“eCh%êeçCeHíhX.XçCçíeçCEe—íEEdCEeí)PdhPXçCE“eCEeíê—xíECEe.dêeCh(dEe
)ãPíXEeçíeí)vC-Cêí)(deC—xíEí)(CêeM“wePíÍíEeêCXEe.xíE.Xêí)(deçíexí.íX(C“e/MTeêí)dEe
C.Xçí)(íE“ew:Teêí)dEeC9Eí)(íãEêd“e&:Teêí)dEe(cx)dPíxeáíPCEDdeçíeõdhC9dxCçdxíEéeíeGÓTe
êCXEe—xdçc(XPXçCçí“encíeEDde(dçCEeêíçXçCEeX)(íx)CEeCde)ívF.Xdy

z)(xí(C)(d“ eC eêíEêCe—íEncXECeCX)çCeçXÍencíeíE(CE eíê—xíECEe.dêeCh(de)ãPíh eçíe
í)vC-Cêí)(deçíeEícEeõdhC9dxCçdxíEeC—xíEí)(CêeNí(e”xdêd(íxeV.dxíEeáN”Véeíêeê%çXCe
M&Teêíh,dxíEeíeGMTeêCXEexí.dêí)çCRÉíEeçíeõhXí)(íE“encíeEDdeê%(xX.CEeíO(íx)CE“encíe
çíêd)E(xCêedEeXê—C.(dEeçXxí(dEeçdeí)vC-Cêí)(de)dEeõhXí)(íEye

zE(Cekh(XêCe—Cx(íeçCeíE(C(ãE(X.Ceçíêd)E(xCencíeCe—xXêíXxCeC6xêCRDdencíe6Íe)íE(íe
.C—ã(chde%ePíxçCçíXxCeá82eEC(XEHCRDdeíedeí)vC-Cêí)(deçdEeõdhC9dxCçdxíEeXê—C.(Cêe
çXxí(Cêí)(íeCencChXçCçíeçCezO—íxXb).XCeí)(xívcíeCdeõhXí)(íóéye

VXxeúX.,CxçeQxC)Ed)e%edeHc)çCçdxeçCe?XxvX)“ecêevxc—deçíeíê—xíECEePXE(de.dêde
xíPdhc.Xd)âxXdeíeçíeêcX(deEc.íEEde)deêc)çd“e—dXEeEíeCPí)(cxdce.dêeEc.íEEdeíêePâxXdEe
Cê9Xí)(íEeçíe)ívF.XdE“eçíEçíeêkEX.C“eC(%e(xC)E—dx(íeC%xíd“e—CEEC)çde—dxeêdçC“ePCxí-d“e
,dE—X(ChXçCçí“e(íhí.dêc)X.CRÉíE“eEíxPXRdEe6)C).íXxdE“e6()íEE“e(cxXEêd“eX).hcEXPíeíE—C.XCh“e
9í9XçCE“e.dêc)X.CRDdeíeêãçXCye;êCeçCEe.CxC.(íxãE(X.CEeçíE(íevxc—de%eCeêCx.CeçíeEíce
Hc)çCçdx“encíe%eCe9cE.Ce.d)E(C)(íeçCeí)(xívCeçíezO—íxXb).XCEeçíeCh(CencChXçCçíeCeEícEe
õhXí)(íEye

z)(xí(C)(d“encC)çde—íxvc)(CçdeEd9xíe.dêdeíhíeHCÍe—CxCe.dhd.CxeEíê—xíedeõhXí)(íeíêe
—xXêíXxdehcvCxeíêeEícEe)ívF.XdE“eíhíexíE—d)çíencíeXEEdeçíeHC(de)DdeC.d)(í.íe)Ce?XxvX)“e—dXEe
hâedEeõhXí)(íEe)DdePbêeíêe—xXêíXxdehcvCx3edEeõdhC9dxCçdxíEePbêeíêe—xXêíXxdehcvCxye

zhíeíO—hX.Ce)cêCeí)(xíPXE(CeJe5).yeLCvCÍX)íeáQxC)Ed)e;—eõhdEíeXX(,ezxX.eV.,cxí)9íxve
:&YLCxYM:G/ée8VíeCe—íEEdCencíe(xC9Ch,Ce—CxCeEcCeíê—xíECe)Dde(íêeCEeHíxxCêí)(CEe
.dxxí(CE“e)DdeEíeEí)(íe.cXçCçC“e)DdeEíeEí)(íePChdxXÍCçC“eíhCe)DdePCXeHCÍíxeCEe.dXECEe.dêecêe
EdxxXEde)dexdE(d“e—dx(C)(dedeõhXí)(íePCXeEíxe(xC(CçdeçíecêCeHdxêCencíeíhíeHxíncí)(íêí)(íe
)DdePCXencíxíxePdh(Cxe—CxCe(íxeêCXEeçdencíeCeíê—xíECedHíxí.íye”dxeXEEd“eêX),Ce6hdEd6Ce
Eíê—xíe(íêeEXçdencí“eEíePd.be—cçíxe.dhd.CxeEíceõdhC9dxCçdxeíêe—xXêíXxdehcvCx“edeõhXí)(íe
íêeEívc)çdeíedEe2.Xd)XE(CEeíêe(íx.íXxd“eíHí(XPCêí)(í“e)de6)CheçCEe.d)(CE“edEe2.Xd)XE(CEe
6.Cêe9íê“edEeõhXí)(íEe6.Cêeêíh,dxeíeEíceõdhC9dxCçdxe6.CeHíhXÍyó

ZCê9%êe%eC(xX9cãçCeCeVXxeúX.,CxçeQxC)Ed)eCeEívcX)(íeHxCEí[e“Se você cuida bem de suas 
pessoas, elas cuidarão bem dos seus clientes”“edencíe(Cê9%êexíHdxRCeêX),CeC6xêCRDde)de
X)ã.XdeçíE(íe.C—ã(chdye
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