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Resumo: Varios autores tém-se debrucado sobre o conceitood@acdo nos servicos,
como um instrumento que visa promulgar a eficaciafieiéncia desses mesmos
servigos. A aplicagdo de instrumentos de gestéwaghsi no seio da Administracao
Publica preconiza a introducdo de uma nova gesiBlicp, atenta a qualidade, a auto-
avaliacao e por conseguinte a promocéao da inovagsiservicos. Neste ambito, surge a
Common Assessement Framework (CAF) como uma ferramenta de auto-avaliacao,
derivada do modelo de Exceléncia Earopean Foundation for Quality Management
(EFQM), de que os organismos publicos se podemrwcpara promoverem a
melhoria continua e por conseguinte a inovacdo sewicos. Com base no
enquadramento teorico elaborado na revisdo deatliber, o objectivo deste estudo
pressupfe uma analise da envolvente da CAF, ensesma por si so, tera influéncia
para preconizar um instrumento de inovacdo nosigesrvpressupondo desta forma
uma ferramenta a que académicos e instituicbesicadbpoderdo socorrer-se para
melhorar o seu conhecimento e desempenho orgamzdci
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avaliacéo.

Abstract: Several authors have been working on the concejinofvation in services
as a tool that aims to bring the efficiency andediiveness of those services. The
application of management tools within the privagjevernment advocates the
introduction of a new public management, given dgolity, the self-assessment and
therefore the promotion of innovation in servicés. this context, the Common
Assessment Framework (CAF) emmerges as a toolelbiassessment, based on the
model of excellence of the European FoundationQaality Management (EFQM),
which the public sector can use to promote contisuomprovement and therefore

innovation in their services.
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Based on the theoretical framework developed in litegature review, this study
assumes an analysis of surrounding the CAF, atiahifin itself will have an influence
to advocate for innovation in services, thus assgna tool for scholars and public
institutions to help themselves to improve theirokiedge and organizational
performance.
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