
(W�G·KDELWXGH��HQ�KDELWXGH
9RXV�rWHV�QRPEUHX[�j�GpEXWHU�YRWUH�YDFDWLRQ�DYDQW� OD�SULVH�GH�VHUYLFH�RIILFLHOOH�GH�
�K����1RXV� FRPSUHQRQV� DLVpPHQW� OHV UDLVRQV� TXL� YRXV� FRQGXLVHQW� j� OH� IDLUH� HW� QRXV�
VDOXRQV� LFL� YRWUH� FRXUDJH� TXL� SURXYH� TXH� OD� YRORQWp� GH� ELHQ� IDLUH� YRWUH� WUDYDLO� HVW�
IRUWH� &HSHQGDQW�OD�&)'7�VH�GRLW�GH�YRXV�DOHUWHU VXU�OHV�FRQVpTXHQFHV�
VDQV�FKHUFKHU�j�FXOSDELOLVHU�TXL�TXH�FH�VRLW�
i'HV�ULVTXHV�QRQ�QpJOLJHDEOHV �«
4XH�IHUDLW�VHORQ�YRXV�OD�SRVWH�VL�YRXV�pWLH]�YLFWLPH�G·XQ�DFFLGHQW�GX�WUDYDLO�HQ�GHKRUV�
GH�YRV�KHXUHV�OpJDOHV "�2X�TXH�IHUDLW�OD�3RVWH�VL�YRXV�pWLH]�YLFWLPH�G·XQ�DFFLGHQW�GH�OD�
URXWH�HQ�GHKRUV�GH�O·KRUDLUH�FRQVLGpUp�FRPPH�pWDQW�FHOXL�GH�YRWUH�WUDMHW�SRXU�YHQLU�
WUDYDLOOHU "�&HV�TXHVWLRQV�GRLYHQW�VH�SRVHU�FDU�GDQV�FHV�GHX[�FDV�SUpFLV��ELHQ�
TX·pYHQWXHOV��ULHQ�QH�SHUPHW�GH�SHQVHU�TXH�/D�3RVWH�SUHQGUDLW�OH�ULVTXH�G·DVVXPHU�
GHV�UHVSRQVDELOLWpV�TXL�OpJDOHPHQW�QH�VRQW�SDV�OHV�VLHQQHV�

i&HWWH�KDELWXGH�HVW�SpQDOLVDQWH
/RUV�GHV�HQWUHWLHQV�G·DSSUpFLDWLRQ�FHUWDLQV�GH�YRV�FROOqJXHV�SUHQDQW�OHXU�VHUYLFH�DX[�
KHXUHV�RIILFLHOOHV�VH�VRQW�YXV�SpQDOLVpV�VXU�OH�FULWqUH�FRXSDJH�SLTXDJH��/·DSSUpFLDWHXU�
SUHQDQW�HQ�UpIpUHQFH�OD�TXDQWLWp�GH�FRXUULHU�FRXSpH�SDU�GHV�DJHQWV�DUULYDQW�DYDQW�
�K����/·KDELWXGH�SULVH�SDU�FHUWDLQV�GHYLHQW�SpQDOLVDQWH�SRXU�OHV�DXWUHV�TXL�VH�YRLHQW�
PRQWUpV�GX�GRLJW�SDU�QRV�KDXWHV VSKqUHV��4XHO�EHDX�U{OH�SRXU�OD�GLUHFWLRQ�TXL�
FXOSDELOLVH�HW�GLYLVH�VRQ�SHUVRQQHO���

i&HWWH�SUDWLTXH�UHPHW�HQ�FDXVH�OD�SULVH�GH�VHUYLFH�GHV�IDFWHXUV
9RXV� OH� VDYH]�� /D� 3RVWH� UpRUJDQLVH�� HQ� PR\HQQH� WRXV� OHV� �� DQV�� VHV� EXUHDX[� GH�
GLVWULEXWLRQ�SDULVLHQV��3RXU�SUHXYH�3DULV����HVW�DFWXHOOHPHQW�VXU�OH�JULO��
$SUqV� OD� PLVH� HQ� SODFH� GH� OD� WRXUQpH� XQLTXH� VXU� FH� EXUHDX� HQ� ������ /D� 3RVWH�
UpRUJDQLVH�XQH�QRXYHOOH�IRLV�O·HQVHPEOH�GH�OD�GLVWULEXWLRQ��7RXV�OHV�UpJLPHV�GH�WUDYDLO�
VRQW�PRGLILpV��(W�RQ�YRLW�DSSDUDvWUH� OH�VFpQDULR�GLW�© VFpQDULR�3DULV��� ª�EDVp�VXU� OH�
V\VWqPH� GX� ����� ����� 'HX[� WLHUV� GX� SHUVRQQHO� HQ� VDPHGL� VXU� GHX[� HW XQ� WLHUV� GX�
SHUVRQQHO�GX�PDUGL�DX�VDPHGL�



2U��VL�YRXV�DYH]�HX�OD�FKDQFH�GH�EpQpILFLHU�G·XQH�KDUPRQLVDWLRQ�GHV�SULVHV�GH�VHUYLFH�
j�OD�SLpWRQQH���K���SRXU�WRXV�OHV�TXDUWLHUV���F·HVW�ORLQ�G·rWUH�OH�FDV�SRXU�YRV�FROOqJXHV�
GX���qPH DUURQGLVVHPHQW�
6HXOV� OHV� TXDUWLHUV� ��� HW� ��� GpEXWHURQW� OHXU� YDFDWLRQ� j� �K���� 3RXU� OHV� DXWUHV�� OHV�
TXDUWLHUV�����LOV�GHYURQW�SUHQGUH�OHXU�VHUYLFH�j��K���
/RUVTXH� OD� &)'7�� PDLV� DXVVL� O·HQVHPEOH� GHV� RUJDQLVDWLRQV� V\QGLFDOHV� GpQRQFHQW� FH�
V\VWqPH�TXL�Q·HVW�SDV�IDLW�DYHF�pTXLWp�� OD�3RVWH�QRXV�UpSRQG�© QRQ�QpJRFLDEOH ª��(OOH�
GLW� G·DLOOHXUV� QH� SDV� FRPSUHQGUH� R�� HVW� OH� SUREOqPH� SXLVTXH� GH� QRPEUHX[� IDFWHXUV�
DQWLFLSHQW�OHXU�SULVH�GH�VHUYLFH�HW�FRPPHQFHQW�GRQF�GpMj�DYDQW��K���
$LQVL� OHV� UDLVRQV� SRXU� UHPHWWUH� HQ� FDXVH� OD� SULVH� GH� VHUYLFH� GHV� IDFW HXUV� VXU�
3DULV�VRQW�GpMj�WRXWHV�WURXYpHV�
0DLV� TX·DUULYHUD�W�LO� DX[� FROOqJXHV� TXL�� GRPLFLOLpV� HQ� EDQOLHXH�� QH� SRXUURQW� SDV�
DUULYHU�j��K�RX��K����6HURQW�LOV�SDVVLEOHV�GH�VDQFWLRQV "

i&HWWH�KDELWXGH�SHUPHW�j�/D�3RVWH�G·DQWLFLSHU�OHV�UHSULVHV�G·HPSORLV
&H�Q·HVW�SOXV�XQ�VHFUHW��j�FKDTXH�UpRUJDQLVDWLRQ�/D�3RVWH�FKHUFKH�j�IDLUH�GHV�JDLQV�GH�
SURGXFWLYLWp�WRXW�HQ�UpGXLVDQW�VHV�FKDUJHV��3RXU�FHOD��HOOH�PHW�j�SODW�VHV�RUJDQLVDWLRQV�
DILQ�GH�OHV�pWXGLHU�PLQXWLHXVHPHQW��7RXW�HVW�GpFRUWLTXp�HW�DQDO\Vp�
0DLV� VXUWRXW�� /D� SRVWH� UHFDOFXOH� OD� GXUpH� UpHOOH� KHEGRPDGDLUH� PR\HQQH� GH� WUDYDLO��
3RXU� IDLUH� FH� FDOFXO�� HOOH� V·DSSXLH� VXU� O·KHXUH� GH� UHQWUpH� GHV� IDFWHXUV� �UHQGXV� GHV�
FRPSWHV�HQ�FDELQH��HW�O·KHXUH�RIILFLHOOH�GH�SULVH�GH�VHUYLFH���K����
6L� DQWLFLSHU� OD� SULVH� GH� VHUYLFH� GH� �K ��� YRXV� SHUPHW� G·rWUH� j� MRXU� VXU� YRWUH�
TXDUWLHU�PDLV� DXVVL� GH� UHQWUHU� SOXV� W{W� FKH]� YRXV�� FHWWH� KDELWXGH� IDLW� OD� SDUW�
EHOOH� j� /D� SRVWH� (W� RXL�� FDU� HQ� IDLVDQW� DLQVL�� YRXV� UpGXLVH]� �F·HVW� PDWKpPDWLTXH��
FRQVLGpUDEOHPHQW� OD� GXUpH� KHEGRPDGDLUH� PR\HQQH� GH� WUDYDLO� TXL� VHUD� SULVH� HQ�
UpIpUHQFH��/D�3RVWH�SRXUUD�GRQF�WUqV�IDFLOHPHQW�DYRLU�XQH�SKRWRJUDSKLH�GHV�IXWXUHV�
UHSULVHV�G·HPSORLV�TX·HOOH�IHUD�j�OD�SURFKDLQH�UpRUJDQLVDWLRQ�

i(Q�FRQFOXVLRQ ��DWWHQWLRQ��GDQJHU �
(Q� YRXODQW� ELHQ� IDLUH� VRQ� WUDYDLO�� HW� YHQLU� DYDQW� XQH� SULVH� GH� VHUYLFH�
RIILFLHOOH�RQ�VFLH�OD�EUDQFKH�VXU�ODTXHOOH�RQ�HVW�DVVLV �
1RXV� YRXV� OH� GLVLRQV� GDQV� QRV� WUDFWV� DX� PRPHQW� GH� OD� UpRUJDQLVDWLRQ� GH�
����� © XQH� UpRUJDQLVDWLRQ� QH� V·DUUrWH� SDV� j� VD� PLVH� HQ� SODFH ª�� 3RXU�
SUHXYH� GHV� DMXVWHPHQWV� VXU� FHUWDLQV� TXDUWLHUV� RQW� pWp� HIIHFWXpV� HQ�
VHSWHPEUH�������VRLW���PRLV�DSUqV �«�
&HV�GHUQLHUV�WHPSV��GH�QRXYHDX[�G\VIRQFWLRQQHPHQWV�DSSDUDLVVHQW�HW�YRXV�
DYH]�pWp�QRPEUHX[�j�YRXV�HQ�SODLQGUH��QRWDPPHQW�DX�QLYHDX�GH� OD�FKDUJH�
GH�WUDYDLO��OH�YRODQW�GH�UHPSODFHPHQW��HWF«
/D &)'7� FRQWLQXHUD� G·DJLU� VXU� YRV� FRQGLWLRQV� GH� WUDYDLO� DILQ� G·DPpOLRUHU�
YRWUH�TXDOLWp�GH�YLH�j�3DULV����
,O�Q·\�D�SDV�GH�IDWDOLWp��&KDTXH�DFWHXU�D�XQ�U{OH�j�MRXHU�
3RXU� OD� &)'7 OH� GpYHORSSHPHQW� GHV� HQWUHSULVHV� GRLW� SDVVHU� SDU�
O·DPpOLRUDWLRQ�GHV�FRQGLWLRQV�GH�YLH�DX�WUDYDLO�
)DvWHV�QRXV�FRQILDQFH��QRXV�\�YHLOOHURQV ���


