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1. INTRODUÇÃO 
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��� ����������������������������������������������������������������

�

�� ,+�)*-."� L� ��� +"/� +,&, �!(*(&,/� <�(+*�,(&*!/� %* *� "� +,/,(0"10!�,(&"� /")!*1� ,�

,)"(2�!)"�+*/�(*->,/#�	,0!+"�/�*�!�%" &'()!*I�&,��/!+"����&,�*�*�%1*�,(&,�%,/5�!/*+"�

,�+!/)�&!+"I�4,��)"�"�*10"�+,�%"19&!)*/�%G41!)*/#���)"��(!+*+,�!(&, (*)!"(*1I�,��*//,�41,!*�

+*� �����I�  *&!<!)"�� *� !�%" &'()!*� +*� *1<*4,&!=*-."� %* *� ,  *+!)* � *� %"4 ,=*I�  ,+�=! � *�

�" &*1!+*+,�!(<*(&!1I�*1)*(-* �!?�*1+*+,�+,�?6(, "I�*//,?� * �"�+,/,(0"10!�,(&"�/�/&,(&�0,1I�

*�%*=�,�*�+,�") *)!*#��/&�+"/�+,�"(/& *��5�,�"�,(/!("�/,)�(+� !"�& *=�+!0, /"/�4,(,<9)!"/�

/")!*!/I�)"�"�"�<" &*1,)!�,(&"�+*�+,�") *)!*I�*��,(&"�+*�)",/."�/")!*1I��*!" �% "%,(/."�

%* *� *1)*(-* � "/� �4H,&!0"/� +,� 	,/,(0"10!�,(&"� +"� �!16(!"� S� % !()!%*1�,(&,� *5�,1,/�

 ,1*)!"(*+"/�8�/*G+,I�,�)"(& !4�!�%* *�*�)"�%,&!&!0!+*+,�+"/�%*9/,/�,�����),(� !"�,)"(2�!)"�

)*+*�0,=��*!/�?1"4*1!=*+"�M�����I�3@@BN#�

�

����L+!*I���*��*!" �,/)"1* !+*+,�,/&�� ,1*)!"(*+*�*��*!" ,/�/*1� !"/#��(*1!/*(+"�+*+"/�+,�

T�� %*9/,/I� �/*)K* "%"�1"/� ,� �*& !("/� M3@@�N� ,()"(& * *�� ��*� &*J*��L+!*� +,�  ,&" ("� +*�

,+�)*-."�+,�$@U�%* *�)*+*�*("�*+!)!"(*1�+,�,/&�+"#��/�%*9/,/�+,�4*!J*�,��L+!*� ,(+*�/."�"/�

5�,�*% ,/,(&*��"/��*!" ,/� ,&" ("/�8�,/)"1* !+*+,#��*9/,/�+*���L !)*��*&!(*I��* !4,�,�F< !)*�

��4/** !*(*�*% ,/,(&*���*!" ,/� ,&" ("/�)"�%* *+"/�*"/�%*9/,/�+,�*1&*� ,(+*�%, &,(),(&,/�

8���	�I�%" �,J,�%1"#��

�

�* *�*1L��+"� ,&" ("�%"/!&!0"�,�� ,1*-."�8� ,(+*I�*�,+�)*-."�&*�4L��)"(& !4�!�%* *�?*(K"/�

(."�%,)�(!� !"/#��/&�+"/�*%"(&*��,0!+6()!*�+,�1!?*-."�)*�/*1�,(& ,�,+�)*-."�,��,1K" *�+*�

/*G+,I� *��,(&"� +*� 1"(?,0!+*+,I� �*!" � /*&!/<*-."� %,//"*1I� �,(" � &*J*� +,� ? *0!+,=� (*�

*+"1,/)6()!*I� �,(" � (G�, "� +,� +!0Q )!"/I� *��,(&"� +*� %*)!6()!*� ,� )"(<!*(-*� M������I�

3@$AN#� V�� &*�4L�� !�%" &*(&,/�  ,&" ("/� /")!*!/� +,� ��� �*!" � (90,1� +,� ,/)"1* !+*+,� +*�

%"%�1*-."I�)"�"��,(" ,/�&*J*/�+,�) !�!(*1!+*+,I��*!" �%* &!)!%*-."�)90!)*I�,�<" &*1,)!�,(&"�

+*�+,�") *)!*�,�� ,1*-."�8�+!&*+� *#�

�
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)K*0,� %* *� & 6/� 5�,/&>,/� ) �)!*!/� +,� %"19&!)*I� *� /*4, I� %* *� "� ) ,/)!�,(&"� ,)"(2�!)"� S� "�

,/&"5�,�+,�K*4!1!+*+,/�+,����%*9/�L� !�% ,/)!(+90,1�%* *�"�) ,/)!�,(&"�,)"(2�!)"�,�����

*�4!,(&,�+,�*1&*�)"�%,&!&!0!+*+,�!(&, (*)!"(*1W�%* *�*� ,+�-."�+*�+,/!?�*1+*+,�+,� ,(+*�S�*�

+!/& !4�!-."�+,�)*%!&*1�K��*("�L�+,&, �!(*(&,�%* *�*�!?�*1+*+,�+,� ,(+*W�,�%* *�*��"4!1!+*+,�

/")!*1�S�*� ,1*-."�,(& ,�)*%!&*1�K��*("�,�,J%, !6()!*�%,//"*1�L�<�(+*�,(&*1�%* *�*��"4!1!+*+,�

/")!*1#�

�

�"(/!+, *(+"�*�!�%" &'()!*�+*�,+�)*-."�%* *�*/%,)&"/� ,1,0*(&,/�+*�0!+*�% !0*+*�,�/")!*1I�

,/<" -"/� &6�� /!+"� !�%1,�,(&*+"/�,��+!0, /"/�%*9/,/� %* *� *�%1!* � "� *),//"� 8� ,+�)*-."�,�

�,1K" * � /�*� 5�*1!+*+,#� � ��� 3@@@I� $A�� %*9/,/� )"�% "�,&, *�R/,� )"�� */� �,&*/$� %* *�

,+�)*-."�,/&*4,1,)!+*/�("� DQ �����(+!*1�+,� �+�)*-."�,��	*X* I� /,(+"�"�� */!1����+"/�

/!?(*&� !"/#��,?�(+"�+*+"/�+*�������%* *�,/&,/�%*9/,/I�*�&*J*�+,�,/)"1* !=*-."�(*�,/)"1*�

% !�� !*� , *� ��UI� ,�� $TTTI� )"�� ,/&!�*&!0*� +,� 5�,� *&!(?!//,� T:UI� ,�� 3@$�#� �� &*J*� +,�

,/)"1* !=*-."�+"�,(/!("��L+!"�*��,(&"��+,�B$UI�,��$TTTI�%* *���UI�,��3@$3�M�����I�

3@$�N#�

�

��4" *�*0*(-"/�&,(K*��/!+"�<,!&"/�,�� ,1*-."�*"�*),//"�8�,/)"1*I�"/�,/<" -"/�%* *�*4" +* �

*/� 5�,/&>,/� +,� 5�*1!+*+,� *!(+*� (."� )"  ,/%"(+,�� 8/� (,),//!+*+,/#� �, �*(,),�� (90,!/�

/!?(!<!)*&!0"/� +,� ,0*/."I� +!/&" -."� !+*+,R/L !,I� % "41,�*/� +,� % "? ,//."� ,� )"()1�/."� +"�

,(/!("�<" �*1�,��+!0, /"/�%*9/,/�M�����I�3@$�N#��

�

��*4*(+"("�,�*�,0*/."�,/)"1* � /,�+,/&*)*��)"�"�% "41,�*/�5�,�(,),//!&*��+,�%"19&!)*/�

,/%,)9<!)*/�+*+*/�*/�)"(/,5�6()!*/�(,?*&!0*/�5�,�?, *��+"�%"(&"�+,�0!/&*�/")!*1�,�,)"(2�!)"#�

�,?�(+"�+*+"/�+*�(,/)"�M3@$BNI�*�&*J*�4 �&*�+,�*+�!//."�8�G1&!�*�/L !,�/�?, ,�5�,�T@U�+"/�

*1�("/� )K,?* *��*"� <!(*1� +"� ,(/!("�% !�� !"� ,� BBU� )K,?* *��*"/� *("/� !(!)!*!/� +"� ,(/!("�

/,)�(+� !"� ,��3@$�#� �"(/!+, *(+"� *� &*J*��L+!*� +,� )"()1�/."� ,(& ,�3@$@R3@$�I� �:U�+"/�

*1�("/�)"()1�9 *��"�,(/!("�% !�� !"I�ATU�)"()1�9 *��"/�*("/�!(!)!*!/�+"�,(/!("�/,)�(+� !"�,�

�����������������������������������������������������������
$� �/� �,&*/� ,/&*4,1,),�� *),//"� ? *&�!&"� ,� )"�%�1/Q !"� 8� ,+�)*-."� % !�� !*� +,� 5�*1!+*+,I� ,1!�!(*-."� +*�
+!/%* !+*+,� +,� ?6(, "� ("� ,(/!("� % !�� !"� ,� /,)�(+� !"I� *0*(-"� (*� *1<*4,&!=*-."� +,� *+�1&"/I� ,(& ,� "�& "/�
M�����I�3@$�N#�
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	*+*�*�!�%" &'()!*�+*�,+�)*-."�&*(&"�,��&, �"/�% !0*+"/�5�*(&"�/")!*!/I�"�,(?*H*�,(&"�+"�

!(+!09+�"�*&L�)"�%1,&* �"�)!)1"�<" �*1�+,�,(/!("�L����+,/*<!"�%* *�"/�/!/&,�*/�,+�)*)!"(*!/#�

�/�*1&"/� 9(+!),/�+,�*4*(+"("�,�,0*/."� &6���"&!0*+"�"�+,/,(0"10!�,(&"�+,� !(0,/&!?*->,/�

/"4 ,�/�*/�)*�/*/�,�)"(/,5�6()!*/�,��+!0, /"/�%*9/,/#���

�
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+"�*("�1,&!0"I�"�*4*(+"("�,/)"1* �+!<, ,R/,�+*�,0*/."�,/)"1* 3#���4" *�)"���,(&,��&!1!=*+"/�

)"�"�/!(2(!�"/I�"/�+"!/�)"(),!&"/�%"//�,��/!?(!<!)*+"/�+!/&!(&"/#��(& ,&*(&"I�*/�)*�/*/�5�,�

!()!+,��/"4 ,�,1,/�/."���!&"�/!�!1* ,/#��

�
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*�/,?�! #��� 1!&, *&� *�/"4 ,�,+�)*-."�)"�% ,,(+,�"�*4*(+"("�)"�"� ,/�1&*+"�<!(*1�+,����
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2. CONTEXTUALIZAÇÃO 
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(+!)*+" ,/� 5�,� %, �!&*�� *0*1!* � "/�  ,/�1&*+"/� ,� +,/,�%,(K"� +,�
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3. MODELO PREDITOR DE ABANDONO 
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