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2SWLPLVHU�OD�UHODWLRQ FOLHQW�HQ�UpFHSWLRQ�GLJLWDOH

2EMHFWLIV � 3UHQGUH�FRQVFLHQFH�GH�OD�WUDQVIRUPDWLRQ�GLJLWDOH HW�FRPSUHQGUH� OHV�HQMHX[�
GH�OD�UHODWLRQ�FOLHQW�j�O¶KHXUH GX�GLJLWDO� $FTXpULU OHV�FOpV�SRXU�V¶DGDSWHU�HW�WLUHU�SURILW�GHV�
RSSRUWXQLWpV� RIIHUWHV� SDU� OH� 'LJLWDO�� 6¶HQWUDLQHU� j� PHWWUH� HQ� °XYUH� OHV� QRXYHDX[�
FRPSRUWHPHQWV SRXU� VDWLVIDLUH� HW� ILGpOLVHU� OD� FOLHQWqOH j� O¶KHXUH� GX�'LJLWDO�� 3HUIHFWLRQQHU�
VHV� FRPSpWHQFHV� GH� YHQGHXU�� FRQVHLOOHU� j� O¶KHXUH� GX� 'LJLWDO�� 6DYRLU� JpUHU� OHV�
UpFODPDWLRQV�

WZK'Z�DD�

)DFH� DX[� QRXYHDX[� XVDJHV� HW� FRPSRUWHPHQWV� GHV� FOLHQWV� j O¶KHXUH GX� GLJLWDO�� LO� HVW�
LQGLVSHQVDEOH� SRXU� OHV� pTXLSHV� DX� FRQWDFW� GHV� FOLHQWV� GH� V¶DGDSWHU�� /HV� QRXYHOOHV
SUDWLTXHV� GHV� FOLHQWV� GH� SOXV� HQ� SOXV� FRQQHFWpV� RQW� WUDQVIRUPp� GXUDEOHPHQW� HW� HQ�
SURIRQGHXU�O¶pFRV\VWqPH�GHV�HQWUHSULVHV�GH�VHUYLFH��&HWWH�WUDQVIRUPDWLRQ�'LJLWDOH�LPSDFWH�
HQ� SURIRQGHXU� OHV� FRPSpWHQFHV� UHODWLRQQHOOHV� j� PHWWUH� HQ� °XYUH� SRXU� UpSRQGUH� DX[�
QRXYHOOHV�DWWHQWHV�GHV�FOLHQWV��

/D�UpYROXWLRQ�GLJLWDOH
/D�UpYROXWLRQ�GLJLWDOH�HQ�FLQT SRLQWV
/H�'LJLWDO ��SDQRUDPD�GHV�RXWLOV�HW�OHXU�YDOHXU�DMRXWpH
/H�'LJLWDO ��SDQRUDPD�GHV�QRXYHDX[�XVDJHV�HW�SUDWLTXHV�GHV�FOLHQWV
/H�'LJLWDO ��FH�TXL�VH�IDLW�DLOOHXUV GDQV�G¶DXWUHV�HQWUHSULVHV�GH�VHUYLFH
5HODWLRQ�&OLHQWV ��OHV�SRLQWV�GH�FRQWDFW�GLJLWDX[

/·DFFXHLO�HW�OD�QRWLRQ�GH�VHUYLFH j�O·KHXUH GX�GLJLWDO
/HV�SULQFLSHV�IRQGDPHQWDX[�GH�OD�GpPDUFKH�G¶DFFXHLO��GH�OD�TXDOLWp�GH�VHUYLFH�HW�GH�OD�
QRWLRQ�GH�VHUYLFH
/D�QRWLRQ�GH�3DUFRXUV�&OLHQW
/HV�HQMHX[�GX�PXOWLFDQDO�GDQV�OD�UHODWLRQ�FOLHQW

/·DFFXHLO�SK\VLTXH
$FFXHLOOLU�HW�HQWUHU�HQ�UHODWLRQ�VHORQ�OH�SURILO�GX�FOLHQW�LGHQWLILp
/HV�ERQQHV�DWWLWXGHV�j�DGRSWHU�DYHF�OHV�FOLHQWV�FRQQHFWpV
/HV�HUUHXUV�j�pYLWHU��(QWUDLQHPHQWV�

/·DFFXHLO�WpOpSKRQLTXH
/D�UpFHSWLRQ�G¶DSSHOV�HQWUDQWV
&RPSUHQGUH�HW�DQDO\VHU�OH�SDUFRXUV�FOLHQW
$GDSWHU�VRQ�FDGUH�GH�UpIpUHQFH
,GHQWLILHU�OH�QLYHDX�G¶LQIRUPDWLRQ�GX�FOLHQW
6WUXFWXUHU�O¶DSSHO�HQ�FRQVpTXHQFH

/D�YHQWH�j�O·KHXUH�GX�GLJLWDO
/D�PLVVLRQ�GH�FRQVHLO�GX�YHQGHXU�j�O¶KHXUH�GX�GLJLWDO
$GDSWHU�HW�VWUXFWXUHU�OD�YHQWH�HQ�UpVHUYDWLRQ�HW�j�OD�UpFHSWLRQ
$FFRPSDJQHU�OHV�FOLHQWV�GDQV�OHXU�GpPDUFKH�G¶DFKDW
,GHQWLILHU�OHV�RSSRUWXQLWpV�GH�YHQWHV DGGLWLRQQHOOHV�HW�FURLVpHV
7LVVHU�XQ�OLHQ�SULYLOpJLp�DYHF�OH�FOLHQW JUkFH�DX�GLJLWDO

/D�JHVWLRQ�GHV�UpFODPDWLRQV
/D�UpFODPDWLRQ��'pILQLWLRQ�HW�FDUDFWpULVWLTXHV
/HV�GLIIpUHQWHV�pWDSHV�HW�PpFDQLVPHV�GH�O¶LQVDWLVIDFWLRQ�
/H�WUDLWHPHQW�GHV�UpFODPDWLRQV��(QWUDLQHPHQWV
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3pGDJRJLH�LQQRYDQWH�HW�
LQWHUDFWLYH��1RPEUHX[�
H[HPSOHV�FRQFUHWV�HW�FDV�
SUDWLTXHV�DGDSWpV�j�OD�
IRQFWLRQ�HW�DX[�EHVRLQV�GH�
FKDTXH�SDUWLFLSDQW��
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8Q�VXSSRUW�FRPSOHW�HVW�
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