
   

Online Brazilian Journal of Nursing

E-ISSN: 1676-4285

objn@enf.uff.br

Universidade Federal Fluminense

Brasil

Marques, GQ

Demandas do pronto atendimento e os processos de trabalho em serviços de porta

aberta.

Online Brazilian Journal of Nursing, vol. 4, núm. 3, 2005, pp. 105-106

Universidade Federal Fluminense

Rio de Janeiro, Brasil

Disponível em: http://www.redalyc.org/articulo.oa?id=361453970015

   Como citar este artigo

   Número completo

   Mais artigos

   Home da revista no Redalyc

Sistema de Informação Científica

Rede de Revistas Científicas da América Latina, Caribe , Espanha e Portugal

Projeto acadêmico sem fins lucrativos desenvolvido no âmbito da iniciativa Acesso Aberto

http://www.redalyc.org/revista.oa?id=3614
http://www.redalyc.org/revista.oa?id=3614
http://www.redalyc.org/articulo.oa?id=361453970015
http://www.redalyc.org/comocitar.oa?id=361453970015
http://www.redalyc.org/fasciculo.oa?id=3614&numero=53970
http://www.redalyc.org/articulo.oa?id=361453970015
http://www.redalyc.org/revista.oa?id=3614
http://www.redalyc.org


105
Marques, GQ. Demandas do pronto atendimento e os processos de trabalho em serviços de porta aberta.  Online braz j nurs 
[internet]. 2005 [cited month day year]; 4 (3): 105-106. Available from: http://www.objnursing.uff .br/index.php/nursing/ar-
ticle/view/520

ISSN: 1676-4285

Demandas do pronto atendimento e os processos de trabalho 
em serviços de porta aberta.
GQ Marques¹

1 Universidade Federal do Rio Grande do Sul

ABSTRACT
 This study is aimed at identifying and analyzing users’ demands to emergency services of a Health Center, 
as well as examining the organization of work in that service, identifying how users’ access to, acceptance 
by and bond to the Health system takes place. It is a case study of qualitative approach. Data collection was 
carried out as free observation by time sampling. Observation focus was on the organization of the work 
process and on care given to users that obtained some kind of attention at the Emergency Service. Data 
analysis was based on a dialectic approach. Data obtained were classifi ed in relevance structures and later 
grouped in two sets: Demands to the emergency services; work organization and use of light technologies. 
Work process in emergency services is organized in order to meet some of the population’s health needs, 
responding as much as possible to the aim of treating the main complaint, refering the user, when necessary, 
to references of distinct complexity levels regulated in the Heath System’s hierarchy. Acceptance is present 
in the actions of professionals, but it is still little explored as a strategy to widen access and bond to the 
System. The main reasons for users to seek the service were: serious situations and risk situations, acute 
complaints that involved physical and emotional discomfort, specifi c needs characterized as non-urgent, 
complementary care regarding that received in other health services and the bond to the service itself. It 
has been demonstrated that users see the search for a good service diff erently from what workers see. The 
former seeks emergency services to solve problems that bring them diffi  culty and discomfort; to the latter, 
users’ needs are defi ned based on the biological model and the System’s organization.
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