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RESUMO

Este trabalho tem como meta principal a investigacdo dos principais fatores que levam
0s associados de cooperativas de crédito mutuo a utilizarem os diversos servigos
financeiros oferecidos por essas associagdes. Os principais fatores eleitos para a
investigagdo efetuada estdo associados ao comportamento do cooperado e dizem
respeito a: satisfacdo do consumidor cooperativo quanto aos servigcos cooperativos;
questdes de ordem motivacional e, questdes sobre o conhecimento do cooperado em
relacdo ao ambiente cooperativo. O trabalho desenvolvido envolveu trés etapas: a
fundamentacgao tedrica pertinente ao objeto da pesquisa, estruturagdo da metodologia
que satisfizesse aos objetivos da investigagao e respectivo instrumental da pesquisa e,
apresentagdo e analise das respostas de questionarios aplicados e validados (52% do
total de 240 questionarios aplicados). Demonstrou-se que os fatores de ordem
motivacional, de influéncia situacional e de envolvimento foram os mais relevantes na
relacdo cooperado/cooperativa, na visdo do proprio associado. Esses resultados
também fornecem subsidios para a realizagcdo de trabalhos futuros no que tange ao
segmento cooperativista.

Palavras-chave: Cooperativas de Crédito. Comportamento do Cooperado. Servigcos
Financeiros.



ABSTRACT

This project has as its main objective to analyze the main factors that take the mutual
credit cooperative association partners to use several financial services offered by these
associations. The main factors chosen by this realized analyses are related to the
behavior of the partners and are related to the: cooperative customer’s satisfaction
related to the cooperative services; motivational matters; and issues related to the
partner’'s knowledge in relation to the cooperative environment. The developed project
involved three steps: the theorical fundamentation pertinent to the objective of the
research, the structure of the methodology which could satisfy the analyzes of the
objectives and respective instrumental of the research and, the presentation and
analyses of the replies from applied and valid questionnaires (52% from the 240 applied
questionnaires). It was shown that the motivational factors, from situated influence and
involvement were the most relevant in the relation between partners/cooperative, in the
opinion of the own partner. These outcomes also offer subsidies for the realization of
future projects in the area of cooperatives.

Key Words: Credit Cooperative. Partners’ Behavior. Financial Services.
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