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O presente trabalho propde um modelo de apoio a avaliacdo institucional para
tomada de decisdo multicritério, baseado no estudo de caso da Diretoria de Ensino
Superior (DESUP) da FAETEC, especificamente a aplicacdo do modelo se d& em duas
instituicbes; FAETERJ Duque de Caxias e FAETERJ Rio, abordando as caracteristicas
de avaliacdo do método Delphi e fundamentado em método fuzzy e algoritmo
desenvolvido para auxilio a tomada de decisdo. O interesse pelo setor de servigo, com
énfase no servico educacional, e a pré-atividade em estudar a aplicabilidade de Logica
Fuzzy e modelos de avaliacdo da qualidade de servigos, sdo fatores que favorecem a
elaboracdo da presente dissertacdo de mestrado. O presente trabalho podera servir como
apoio a outros estudantes e pesquisadores que se interessam pelo assunto, auxiliando na
elaboracdo de projetos e trabalhos na area de Servicos Educacionais e areas correlatas a

presente dissertacao (Método Delphi, Logica Fuzzy e algoritmos).
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This work propose an institutional evaluation to support a model for multi-
criteria decision making, based on the case study of the Higher Education Directorship
(DESUP) of the FAETEC, specifically the application of the model occurs in both
institutions; FAETERJ Duque de Caxias and FAETERJ Rio, addressing the evaluation
of characteristics of the Delphi method and based on fuzzy method and algorithm
developed to aid decision-making. Interest in the service sector, with an emphasis on
educational service and proactivity in studying the applicability of Fuzzy Logic and
models for assessing the quality of services, are factors that favor the development of
this master's thesis. This work could serve as a support to other students and researchers
interested in the subject, assisting in the preparation of projects and work in the area of
Educational Services and related areas to this thesis (Delphi Method, Fuzzy Logic and

algorithms).



