
Retail Mobile Interfaces



A l'heure où les magasins sont en partie fermés 
et où les enceintes vocales n'ont pas encore trouvé 
la bonne manière de présenter une liste de produits, 
le mobile - site ou application - s'impose comme 
le canal en plus forte croissance chez la majorité 
des retailers. 

Cette étude a pour objectif de vous donner 
les clés pour optimiser votre expérience 
de commerce mobile et répondre aux enjeux 
d'un écran pas tout à fait comme les autres.
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ʵ˥˘˙ʟ�˖ˢˠˠ˘ˡ˧�ˣ˔˦˦˘˥�˗˘�˟˔�˙˜˖˛˘�ˣ˥ˢ˗˨˜˧�˔˨�
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FRQYDLQFUH�G¶DMRXWHU�DX�
SDQLHU�

ˀ˔̽˟˜˦˦�ʶˢ˨˗˥˔ˬʟ�ˆ˘˥˩˜˖˘�ʷ˘˦˜˚ˡ˘˥
ˈˆʸ˅ʴʷʺʸˁˇˆ

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʨʪ

ʷ˘˦˖˥˜ˣ˧˜˙�ˣ˥ˢ˗˨˜˧
'pWDLOOp��GH�OD�WrWH�DX[�SLHGV�

ˀ˜˦˘�˘ˡ�˦˖̺ˡ˘�ˣ˥ˢ˗˨˜˧

ʣʦ� &RQVHLOOHU�	�FRQYDLQFUH

ʴ˜˗˘�̲�˟˔�˗̻˖˜˦˜ˢˡ

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʿ˘�ˣ˥ˢ˗˨˜˧�ˠ˜˦�̲�ˡ˨
ʶˢˠˣˢ˦˜˧˜ˢˡʟ�˔˟˟˘˥˚̺ˡ˘˦ʟ�˕̻ˡ̻˙˜˖˘˦ʟ�˖˘˥˧˜˙˜˖˔˧˜ˢˡ˦�ʙ�˦˖ˢ˥˘˦ʟ�˜ˡ˗˜˖˔˧˜ˢˡ˦�ˠˢ˥ˣ˛ˢ˟ˢ˚˜ˤ˨˘˦ʡʡʡ

ʨʫ

ʴ˃˃ˊʸʵʴ˃˃ˊʸʵ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ʷ˘˦�ˣ˔˚˘˦�ˣ˥ˢ˗˨˜˧˦�̻˗˜˧ˢ˥˜˔˟˜˦̻˘˦�ˣˢ˨˥�˦̻˗˨˜˥˘ʟ�˘˫ˣ˟˜ˤ˨˘˥ʟ�˖ˢˡ˩˔˜ˡ˖˥˘

ʨʬ

ʴ˃˃ ˊʸʵ ˊʸʵˊʸʵ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ˀ˜˦˘�˘ˡ�˦˖̺ˡ˘�ˣ˥ˢ˗˨˜˧
,QFDUQp�VRXV�WRXWHV�VHV�FRXWXUHV�

ʷ˘˦˖˥˜ˣ˧˜˙�ˣ˥ˢ˗˨˜˧

&RQVHLOOHU�	�FRQYDLQFUH

ʴ˜˗˘�̲�˟˔�˗̻˖˜˦˜ˢˡ

ʩʣʩʣ

ʣʦ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



ˀ˜˦˘�˘ˡ�˦˖̺ˡ˘�˗˨�ˣ˥ˢ˗˨˜˧
ʿ˘�ˣ˥ˢ˗˨˜˧�˦˘˨˟ʟ�ˣˢ˥˧̻ʟ�˭ˢˢˠ�˗˔ˡ˦�˟˔�˩˨˘�˗˘�˟˔�ˣ˔˚˘ʟ�ˣ˟˘˜ˡ�̻˖˥˔ˡ

ʩʤ

ˊʸʵʴ˃˃

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ˀ˜˦˘�˘ˡ�ˠˢ˨˩˘ˠ˘ˡ˧�˗˨�ˣ˥ˢ˗˨˜˧
ˉ˜˗̻ˢ�˩˘˥˧˜˖˔˟˘ʟ�˦˖̻ˡ˔˥˜˦˔˧˜ˢˡʟ�˭ˢˢˠ�˦˨˥�˟˘˦�ˠ˔˧˜̺˥˘˦ʟ�ˠˢ˨˩˘ˠ˘ˡ˧Ϩ��

ʩʥ

ˊʸʵ ˊʸʵˊʸʵ

ˈˡ˘�˙˜˖˛˘�ˣ˥ˢ˗˨˜˧�̻ˤ˨˜ˣ̻˘
˗˘�˩˜˗̻ˢ�˚̻ˡ̺˥˘�ʦʪʘ�

˗Ϡ˔˗˗ʠ˧ˢʠ˕˔˦˞˘˧�˘ˡ�ˣ˟˨˦�
ˤ˨Ϡ˨ˡ˘�˙˜˖˛˘�ˣ˥ˢ˗˨˜˧�˦˔ˡ˦ʡʝ

ʦʪʘ


6RXUFH���.LVVPHWULFV��LPSDFW�RI�YLGHR�RQ�VDOHV������

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ʿ˔�˥̻˔˟˜˧̻�˔˨˚ˠ˘ˡ˧̻˘�ˣˢ˨˥�˧˘˦˧˘˥

ʩʦ

ˊʸʵ ˊʸʵ

ʷ̛ʶ˂ˈˉ˅ʸˍ�ˁ˂ˇ˅ʸ�̛ˇˈʷʸ�ʴ˅

'DQV�OH�FRQWH[WH�VDQLWDLUH�GDQV�OHTXHO�
QRXV�pYROXRQV��OD�UpDOLWp�DXJPHQWpH�
V¶LPSRVH�FRPPH�XQ�RXWLO�LQGLVSHQVDEOH�
SRXU�OHV�DFWHXUV�GH�OD�EHDXWp��UHQGDQW�j�
QRXYHDX�SRVVLEOH�O¶HVVD\DJH�G¶XQ�URXJH�
j�OqYUHV�SDU�H[HPSOH�

ˀ˔˥˜˘�ʵ˜˟˟ˢˡ�ʠ�˅˘˦ˣˢˡ˦˔˕˟˘�˗˨�ˣ͆˟˘�
ˇ˥˘ˡ˗˪˔˧˖˛˘˥˦�ˈˆʸ˅ʴʷʺʸˁˇˆ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘

https://www.useradgents.com/actu/1576-realite-augmentee-et-mobile


ʿ˔�˥̻˔˟˜˧̻�˔˨˚ˠ˘ˡ˧̻˘�ˣˢ˨˥�˧˘˦˧˘˥

ʩʧ

ʴ˃˃ʴ˃˃

$ILQ�GH�SURILWHU�SOHLQHPHQW�GHV�
IRQFWLRQQDOLWpV�RIIHUWHV�SDU�OHV�
VPDUWSKRQHV�HW�SRXU�PLHX[�JXLGHU�
O
DFKDW��QRXV�DYRQV�LQWURGXLW�OD�
UpDOLWp�DXJPHQWpH�GDQV�O
DSSOLFDWLRQ�
%RXODQJHU�TXL�SHUPHW�DX[�
FRQVRPPDWHXUV�GH�YLVXDOLVHU�
O
HQFRPEUHPHQW�GHV�pTXLSHPHQWV�
pOHFWURPpQDJHUV�HW�PXOWLPpGLD�GDQV�
OHXU�SURSUH�LQWpULHXU�

ˉ˜ˡ˖˘ˡ˧�˃˜˟˟˘˧�ʠ�ʷ˜˥˘˖˧˘˨˥�˗˘�
˟Ϡʸ˫ˣ̻˥˜˘ˡ˖˘�ʶ˟˜˘ˡ˧�ˈˆʸ˅ʴʷʺʸˁˇˆ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ˈˡ�ˠˢ˗̺˟˘�ˣ˘˥˦ˢˡˡ˔˟˜˦̻�ˣˢ˨˥�˦Ϡ˜˗˘ˡ˧˜˙˜˘˥

ʩʨ

ʴ˃˃

ˌˢˢ˫�ˀ˜˥˥ˢ˥�ʭ�
˘˦˦˔ˬ˔˚˘�˦˨˥
˨ˡ�˔˩˔˧˔˥�
ˣ˘˥˦ˢˡˡ˔˟˜˦̻ʡ

ˆ˘˘ˀˬʹ˜˧�ʭ�˩˜˦˨˔˟˜˦˘˥�˗˘˦�˩̼˧˘ˠ˘ˡ˧˦�˦˨˥�˨ˡ�
ˠ˔ˡˡ˘ˤ˨˜ˡ�˗ˢˡ˧�˟˔�ˠˢ˥ˣ˛ˢ˟ˢ˚˜˘�˖ˢ˥˥˘˦ˣˢˡ˗�̲�
˖˘˟˟˘�˗˘�˟Ϡ˨˧˜˟˜˦˔˧˘˨˥ʡ

ʴ˃˃

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ʩʩ

ʴ˜˗˘�̲�˟˔�˗̻˖˜˦˜ˢˡ
2Q�VH�GLW�WRXW�

ʷ˘˦˖˥˜ˣ˧˜˙�ˣ˥ˢ˗˨˜˧

&RQVHLOOHU�	�FRQYDLQFUH

ˀ˜˦˘�˘ˡ�˦˖̺ˡ˘�ˣ˥ˢ˗˨˜˧

ʣʦ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



ʷ˘˦�˚˨˜˗˘˦�ˠˢ˥ˣ˛ˢ˟ˢ˚˜ˤ˨˘˦�˗˘�ˣ˟˨˦�˘ˡ�ˣ˟˨˦�ˣˢ˜ˡ˧˨˦

ʩʪ

ʴ˃˃ˊʸʵ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ʿ˘�˖ˢˡ˦˘˜˟�˗˘˦�˦ˣ̻˖˜˔˟˜˦˧˘˦
ʿ˜˩˘�˖˛˔˧�˔˩˘˖�˨ˡ�˖ˢˡ˦˘˜˟˟˘˥�˛˨ˠ˔˜ˡʟ�˖˛˔˧˕ˢ˧ʟ�˟˜˩˘�˦˛ˢˣˣ˜ˡ˚

ʩʫ

ʴ˃˃ʴ˃˃

$ILQ�GH�UHIOpWHU�O¶$'1�GH�%RXODQJHU��
SRUWHXU�GH�FRQVHLOV�HW�GH�SUR[LPLWp��
QRXV�DYRQV�VRXKDLWp�LQFDUQHU�	�
YDORULVHU�OD�SODFH�GX�FRQVHLOOHU�HQ�
PDJDVLQ��HQ�OXL�RIIUDQW�XQ�DFFqV�
GLUHFW�GHSXLV�O¶DSSOLFDWLRQ�SRXU�
DFFRPSDJQHU�OH�FRQVRPPDWHXU�WRXW�
DX�ORQJ�GH�VRQ�SDUFRXUV�SUp�HW�SRVW�
DFKDW�

ʴ˟˘˫˜˔�˃˘˧˜˧�ʠ�ʶ˛˘˙�˗˘�ˣ˥ˢ˝˘˧�
ˈˆʸ˅ʴʷʺʸˁˇˆ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ʿ˜˩˘�˖˛˔˧�˔˩˘˖�˨ˡ�˖ˢˡ˦˘˜˟˟˘˥�˛˨ˠ˔˜ˡʟ�˖˛˔˧˕ˢ˧ʟ�˟˜˩˘�˦˛ˢˣˣ˜ˡ˚

ʿ˘�˖ˢˡ˦˘˜˟�˗˘˦�˦ˣ̻˖˜˔˟˜˦˧˘˦

ʩʬ

ˊʸʵˊʸʵ ˊʸʵ

/H�OLYH�VKRSSLQJ���Qp�GHV�
FRQILQHPHQWV�VXFFHVVLIV���D�pWp�XQ�
H[FHOOHQW�PR\HQ�GH�PRELOLVHU�OD�IRUFH�
GH�YHQWH�LQRFFXSpH�WRXW�HQ�UHQIRUoDQW�
OH�OLHQ�GH�SUR[LPLWp�HQWUH�OD�PDUTXH�
HW�VHV�FOLHQWV��DSSRUWDQW�XQ�FRQVHLO�
KXPDLQ�XOWUD�SHUVRQQDOLVp�

ˀ˔˥˜˘�ʵ˜˟˟ˢˡʠ�˅˘˦ˣˢˡ˦˔˕˟˘�˗˨�ˣ͆˟˘�
ˇ˥˘ˡ˗˪˔˧˖˛˘˥˦�ˈˆʸ˅ʴʷʺʸˁˇˆ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ʶˢˡ˦˨˟˧˘˥�˟˘˦�˔˩˜˦�ʙ�ˣ˛ˢ˧ˢ˦�˗˘�˟˔�˖ˢˠˠ˨ˡ˔˨˧̻�ˣˢ˨˥�˔˙˙˜ˡ˘˥�˟˘�˖˛ˢ˜˫

ʪʣ

˗˘˦�ʹ˥˔ˡ̹˔˜˦�
˖ˢˡ˦˨˟˧˘ˡ˧�˟˘˦�
˔˩˜˦�˦˨˥�ˠˢ˕˜˟˘�
˔˩˔ˡ˧�˟Ϡ˔˖˛˔˧�
˗Ϡ˨ˡ�ˣ˥ˢ˗˨˜˧ʝ

ʤʪʘ


6RXUFH���2SLQLRQ:D\���/HV�)UDQoDLV�HW�OH�FRPPHUFH�VXU�PRELOH��MDQYLHU�����

ˊʸʵ ˊʸʵ

ˢ˨˧˜˟�˗˘�˥˘˖˛˘˥˖˛˘�
˘˧�˗˘�˙˜˟˧˥˔˚˘�˗˘˦�˔˩˜˦�
˦˘˟ˢˡ�˟˘˦�˔˧˧˘ˡ˧˘˦�
ˣ˥ˢ˗˨˜˧

ʿ˔�˖ˢˠˠ˨ˡ˔˨˧̻�˗Ϡ˔˖˛˘˧˘˨˥˦�ˣˢ˨˥�˥˔˦˦˨˥˘˥
ʣʦ

�˯�
�ʶ

ˢˡ
˦˘

˜˟˟˘
˥�ʙ

�˖
ˢˡ

˩˔
˜ˡ

˖˥
˘



ʴ˃˃

ʿ˔�˖ˢˠˠ˨ˡ˔˨˧̻�˗Ϡ˔˖˛˘˧˘˨˥˦�ˣˢ˨˥�˥˔˦˦˨˥˘˥

ʪʤ

ˊʸʵʴ˃˃

˄˨˘˦˧˜ˢˡ˦ʠ˥̻ˣˢˡ˦˘˦
ʿ˘˦�˩˜˦˜˧˘˨˥˦�ˣ˘˨˩˘ˡ˧�
˗˜˥˘˖˧˘ˠ˘ˡ˧�ˣˢ˦˘˥�˗˘˦�
ˤ˨˘˦˧˜ˢˡ˦�˔˨˫�
˔˖˛˘˧˘˨˥˦�˗˨�ˣ˥ˢ˗˨˜˧ʡ�
ʶ˘˧˧˘�˙ˢˡ˖˧˜ˢˡˡ˔˟˜˧̻�˗˘�
ˣ˥˘˦˖˥˜ˣ˧˜ˢˡ�˘ˡ˧˥˘�
˖˟˜˘ˡ˧˦�˩˜˘ˡ˧�˖ˢˠˣ˟̻˧˘˥�
˟˘˦�ˡˢ˧˔˧˜ˢˡ˦�˘˧�˔˩˜˦�
ˣˢ˨˥�˘ˡ˥˜˖˛˜˥�˟˘˦�
˖ˢˡ˧˘ˡ˨˦�˗˘˦˖˥˜ˣ˧˜˙˦�˗˨�
ˣ˥ˢ˗˨˜˧ʡ

ʶˢˡ˦˨˟˧˘˥�˟˘˦�˔˩˜˦�ʙ�ˣ˛ˢ˧ˢ˦�˗˘�˟˔�˖ˢˠˠ˨ˡ˔˨˧̻�ˣˢ˨˥�˔˙˙˜ˡ˘˥�˟˘�˖˛ˢ˜˫

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ˆ˨˖˖ˢˠ˕˘˥�̲�˟˔�ˣ˥˘˦˦˜ˢˡ
ʴ˙˙˜˖˛˔˚˘�˗˘˦�˦˧ˢ˖˞˦�ʛ˟˜ˠ˜˧̻˦ʜʟ�˗˘˔˗˟˜ˡ˘�ˣˢ˨˥�˕̻ˡ̻˙˜˖˜˘˥�˗Ϡ˨ˡ˘�˟˜˩˥˔˜˦ˢˡ�˥˔ˣ˜˗˘Ϩ�

ʪʥ

ʴ˃˃ˊʸʵ

ˈˡ˘�ˣˢˣ�˨ˣ�˦Ϡ˔˙˙˜˖˛˘�˔˨�˕ˢ˨˧�˗ʚ˨ˡ�
˖˘˥˧˔˜ˡ�˧˘ˠˣ˦�ˣ˔˦˦̻�˦˨˥�˟˔�˙˜˖˛˘�
ˣ˥ˢ˗˨˜˧�ˣˢ˨˥�˖ˢ˟˟˘˖˧˘˥�˟ʚ˘ˠ˔˜˟�˘˧�
˘ˡ˩ˢˬ˘˥�˨ˡ�˥̻˖˔ˣ�˗˨�ˣ˔ˡ˜˘˥ʡ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘



ʷ˘˦�˔˥˚˨ˠ˘ˡ˧˦�˖˟̻˦�ˣˢ˨˥�˖ˢˡ˩˔˜ˡ˖˥˘
ʷ˔˧˘�˗˘�˟˜˩˥˔˜˦ˢˡʟ�ˠˢ˗˔˟˜˧̻˦�˗˘�˟˜˩˥˔˜˦ˢˡ�ʙ�ˣ˥˜˫ʟ�ˠˢ˗˔˟˜˧̻˦�˗˘�˥˘˧ˢ˨˥˦ʟ�˦˘˥˩˜˖˘˦�˔ˡˡ˘˫˘˦

ʪʦ 
6RXUFH���2SLQLRQ:D\���/HV�)UDQoDLV�HW�OH�FRPPHUFH�VXU�PRELOH��MDQYLHU�����

ʴ˃˃ʴ˃˃ ˊʸʵˊʸʵ

ʣʦ
�˯�

�ʶ
ˢˡ

˦˘
˜˟˟˘

˥�ʙ
�˖

ˢˡ
˩˔

˜ˡ
˖˥

˘

˗˘˦�ʹ˥˔ˡ̹˔˜˦�
˔˜ˠ˘˥˔˜˘ˡ˧�˨ˡ˘�
˘˦˧˜ˠ˔˧˜ˢˡ�˗˘�˟˔�
˗˔˧˘�˗˘�˟˜˩˥˔˜˦ˢˡ�
˗˘ˣ˨˜˦�˟˔�˙˜˖˛˘�

ˣ˥ˢ˗˨˜˧�˦˨˥�ˠˢ˕˜˟˘ʝ

ʥʧʘ



ʪʧ

ʣʧ 5DVVXUHU�ORUV
GH�O¶DFKDW

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʪʨ

ʷ˘�˟˔�ˠ˜˦˘�˔˨�ˣ˔ˡ˜˘˥�˔˨�˖˛ˢ˜˫�˗˘˦�ˠˢ˗˘˦�˗˘�
ˣ˔˜˘ˠ˘ˡ˧ʟ�˘ˡ�ˣ˔˦˦˔ˡ˧�ˣ˔˥�˟˔�˦̻˟˘˖˧˜ˢˡ�˗˨�
ˠˢ˗˘�˗˘�˟˜˩˥˔˜˦ˢˡʟ�˟Ϡ̻˧˔ˣ˘�˗Ϡ˔˖˛˔˧�˘˦˧�
ˣ˔˥˧˜˖˨˟˜̺˥˘ˠ˘ˡ˧�˖˥˨˖˜˔˟˘�˗˔ˡ˦�˟˘�ˣ˔˥˖ˢ˨˥˦ʡ�
ˈˡ�˗ˢ˨˧˘ʟ�˨ˡ˘�˜ˡ˙ˢ˥ˠ˔˧˜ˢˡ�ˠ˔ˡˤ˨˔ˡ˧˘ʟ�˘˧�
˖Ϡ˘˦˧�˟Ϡ˔˕˔ˡ˗ˢˡϨ�ˈˡ�˕ˢ˨˧ˢˡ�ˠ˔˟�ˣ˟˔˖̻ʟ�˨ˡ�
˪ˢ˥˗˜ˡ˚�˔ˠ˕˜˚˨�˘˧�˖Ϡ˘˦˧�˩ˢ˧˥˘�˧˔˨˫�
˖ˢˡ˩˘˥˦˜ˢˡ�ˤ˨˜�˘˦˧�˗˜˥˘˖˧˘ˠ˘ˡ˧�˜ˠˣ˔˖˧̻ʡ
ʶ˘˧˧˘�̻˧˔ˣ˘�˦˘�˗ˢ˜˧�˗ˢˡ˖�˗Ϡ̼˧˥˘�˖˟˔˜˥˘�ʙ�
ˢ˥˗ˢˡˡ̻˘ʟ�˙˟˨˜˗˘�ʙ�˙˟˘˫˜˕˟˘ʟ�˧˥˔ˡ˦ˣ˔˥˘ˡ˧˘�ʙ�
˦̻˖˨˥˜˦˔ˡ˧˘�˘˧�˦˨˥˧ˢ˨˧�˘ˡ˚˔˚˘˔ˡ˧˘�ˣˢ˨˥�
̻˩˜˧˘˥�˟˘˦�˙˨˜˧˘˦�˘˧�˟˘˦�˔˕˔ˡ˗ˢˡ˦�ˣ˔ˡ˜˘˥ʡ

ʣʧ� 5DVVXUHU�ORUV�GH�O¶DFKDW


6RXUFH���2SLQLRQ:D\���/HV�)UDQoDLV�HW�OH�FRPPHUFH�VXU�PRELOH��MDQYLHU�����

/H�SDQLHU�FRQVWLWXH�OH�GpEXW�GX�
FKHPLQ�YHUV�O¶DFKDW��2Q�GRLW�pYLWHU�j�
FHWWH�pWDSH�FOp�WRXWHV�OHV�VRXUFHV�GH�
GLVWUDFWLRQV��HQ�FRXSDQW�OHV�SRUWHV�
GH�VRUWLHV���HW�\�UHWURXYHU�DXVVL�WRXV�
OHV�OHYLHUV�GH�GpFLVLRQ�G¶DFKDW�
GLVFULPLQDQWV�WHOV�TXH�OHV�VWRFNV��
GpODLV�HW�IUDLV�HVWLPDWLIV�GH�OLYUDLVRQ��
SROLWLTXH�GH�UHWRXU��HW�DXWUHV�
pOpPHQWV�GH�UpDVVXUDQFH�FODVVLTXH�

ʼˡ˚˥˜˗�ˇ˛ˢˡ˘˧�ʠ�ʷ˜˥˘˖˧˥˜˖˘�ˈˋ�˘˧�
ˆ˘˥˩˜˖˘�ʷ˘˦˜˚ˡ�ˈˆʸ˅ʴʷʺʸˁˇˆ

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʪʩ

0HWWUH�WRXV�VHV�YRHX[�
GDQV�OH�PrPH�˃˔ˡ˜˘˥�

ʿ˜˩˥˔˜˦ˢˡ

ʣʧ� 5DVVXUHU�ORUV�GH�O¶DFKDW

˃˔˜˘ˠ˘ˡ˧
ʶˢˡˡ˘˫˜ˢˡ

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ˈˡ˘�˔˖˧˜ˢˡ�˖˟̻�̲�˩˔˟ˢ˥˜˦˘˥
ʴ˖˛˔˧�ˢˡ˘�˖˟˜˖ʟ�ʶˇʴ�˦˧˜˖˞̻˦�ˢ˨�˔ˣˣ˔˥˘ˡ˧˦�̲�˟Ϡ˔˥˥̼˧�˗Ϡ˨ˡ�˦˖˥ˢ˟˟ʟ�˖˛ˢ˜˫�˗˘�˟˔�˧˔˜˟˟˘�˗˘ˣ˨˜˦�˟Ϡ˔˝ˢ˨˧�˔˨�ˣ˔ˡ˜˘˥

ʪʪ

ʴ˃˃ʴ˃˃ ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧



ˈˡ�ˣ˔ˡ˜˘˥�˘ˡ˚˔˚˘˔ˡ˧�ˣˢ˨˥�̻˩˜˧˘˥�˟˘˦�˙˨˜˧˘˦�˗˘�ˣ˔˥˖ˢ˨˥˦�

ʪʫ

ʴ˃˃ʴ˃˃ ˊʸʵ

ˀˢ˗˜˙˜˖˔˧˜ˢˡʢ˦˨ˣˣ˥˘˦˦˜ˢˡʢ
ˠ˜˦˘�˗˘�˖͆˧̻�˗Ϡ˔˥˧˜˖˟˘ʟ�
˥˘˧ˢ˨˥�̲�˟˔�˙˜˖˛˘�ˣ˥ˢ˗˨˜˧ʟ�
˦˨ˣˣ˥˘˦˦˜ˢˡ�˗˘˦�̻˟̻ˠ˘ˡ˧˦�
˗˘�ˡ˔˩˜˚˔˧˜ˢˡ�ˣˢ˨˥�̻˩˜˧˘˥�
˟˘˦�˔˕˔ˡ˗ˢˡ˦

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧



ˈˡ�ˣ˔ˡ˜˘˥�˘ˡ˚˔˚˘˔ˡ˧�ˣˢ˨˥�̻˩˜˧˘˥�˟˘˦�˙˨˜˧˘˦�˗˘�ˣ˔˥˖ˢ˨˥˦�

ʪʬ ʷ̛ʶ˂ˈˉ˅ʸˍ�ˁ˂ˇ˅ʸ�ʶʴˆʸ�ʹ˅ʴˁ˃˅ʼˋ

ˊʸʵ ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧

ʴ˃˃

https://www.useradgents.com/book/case-franprix-livraison


ʷ˘˦�˔˖˖̻˟̻˥˔˧˘˨˥˦�˗Ϡ˘ˡ˚˔˚˘ˠ˘ˡ˧�˗˔ˡ˦�˟˘�˖˛˘˖˞ˢ˨˧
ʿ˘�ˡ˜˩˘˔˨�˗˘�˦˧ˢ˖˞ʟ�˟Ϡ˘˫ˣ˜˥˔˧˜ˢˡ�˗˨�ˣ˔ˡ˜˘˥ʟ�˟˔�˖ˢˠˠ˔ˡ˗˘�˘ˡ�ʤ�˖˟˜˖ʟ�˟˘˦�̻˖ˢˡˢˠ˜˘˦�˥̻˔˟˜˦̻˘˦ʟ�˟˔�˩˨˘�˦˨˥�˟Ϡ̻˧˔ˣ˘�˦˨˜˩˔ˡ˧˘ʡʡʡ

ʴ˃˃ ʴ˃˃ʴ˃˃

ʫʣ

ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧



ʷ˘˦�̻˟̻ˠ˘ˡ˧˦�˗˘�˥̻˔˦˦˨˥˔ˡ˖˘�ˣˢ˨˥�˖ˢˡ˩˔˜ˡ˖˥˘

ʫʤ

ˊʸʵ ʴ˃˃ ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧

ʿ˘�˧˔˨˫�˗Ϡ˔˕˔ˡ˗ˢˡ�˗˘�ˣ˔ˡ˜˘˥�
˦˨˥�ˠˢ˕˜˟˘�˘˦˧�ˣ˟˨˦�̻˟˘˩̻�

ʛʬʪʘʜ�ˤ˨˘�˖˘˟˨˜�˦˨˥�ˢ˥˗˜ˡ˔˧˘˨˥�
ʛʪʣ�̲�ʪʨʘʜʡ

ʬʪʘ


6RXUFH���6WDWLVWD��0RQGH��0DUV�����

ʿ˘˦�ˣ˥˜ˡ˖˜ˣ˔˟˘˦�˥˔˜˦ˢˡ˦�˗˘�
˟Ϡ˔˕˔ˡ˗ˢˡ�˗˨�ˣ˔ˡ˜˘˥�˦ˢˡ˧�
˟˘˦�˦˨˜˩˔ˡ˧˘˦�ʭ�˟˘�ˣ˥˜˫ʟ�˟˘�
˧˘ˠˣ˦�˗˘�˖˛˔˥˚˘ˠ˘ˡ˧�˗˨�
˦˜˧˘ʟ�˟˘˦�˖ˢ͍˧˦�˗Ϡ˘˫ˣ̻˗˜˧˜ˢˡʟ�
˟˔�˥˔ˣ˜˗˜˧̻�˗˘�˟˜˩˥˔˜˦ˢˡ�˘˧�
˟˘˦�˥̻˗˨˖˧˜ˢˡ˦�˗˜˦ˣˢˡ˜˕˟˘˦



ˈˡ�ˣ˔ˡ˜˘˥�ˤ˨˜�ˡ˘�˗˘ˠ˔ˡ˗˘�ˤ˨Ϡ̲�̼˧˥˘�˥˘ˠˣ˟˜

ʫʥ

ʴ˃˃ʴ˃˃ ʴ˃˃

ʼˡ˖˜˧˔˧˜ˢˡ�̲�ˣ˔˥˖ˢ˨˥˜˥�˟˘˦�˥˔ˬˢˡ˦ʟ�˥˔ˣˣ˘˟�˗˘˦�ˠˢ˗˔˟˜˧̻˦�˗˘�˖ˢˠˠ˔ˡ˗˘ʟ�˦̻˟˘˖˧˜ˢˡʟ�˥̻˔˦˦˨˥˔ˡ˖˘�˦˨˥�˟˘˦�˖ˢˡ˗˜˧˜ˢˡ˦�˗˘�˥˘˧ˢ˨˥

ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧



ʫʦ

ʿ˜˩˥˔˜˦ˢˡ
6DQV�SUHVVLRQ�

˃˔ˡ˜˘˥

5DVVXUHU�ORUV�GH�O¶DFKDW

˃˔˜˘ˠ˘ˡ˧
ʶˢˡˡ˘˫˜ˢˡ

ʣʧ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



ˀˢ˗˘˦�˗˘�˟˜˩˥˔˜˦ˢˡ�˩˔˥˜̻˦ʟ�˖˔˟˖˨˟�˗˘˦�˖ˢ͍˧˦�˘ˡ�˟˜˩˘ʟ�˘ˡ˥˘˚˜˦˧˥˘ˠ˘ˡ˧�˗˘˦�˔˗˥˘˦˦˘˦�˗̻˝̲�˨˧˜˟˜˦̻˘˦ʡʡʡ
'HV�FRQGLWLRQV�OLPSLGHV�SRXU�XQ�FKRL[�pFODLUp

ʫʧ

ʴ˃˃ʴ˃˃ˊʸʵ ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧



ʫʨ

˃˔˜˘ˠ˘ˡ˧
/H�WHPSV�F¶HVW�GH�O¶DUJHQW�

˃˔ˡ˜˘˥

5DVVXUHU�ORUV�GH�O¶DFKDW

ʿ˜˩˥˔˜˦ˢˡ

ʶˢˡˡ˘˫˜ˢˡ

ʣʧ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



˂˙˙˥˜˥�˨ˡ�ˠ˔˫˜ˠ˨ˠ�˗˘�˖˛ˢ˜˫

ʫʩ

ˊʸʵˊʸʵ ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧



ˆ˜ˠˣ˟˜˙˜˘˥�˟˔�˙ˢ˥ˠ˔˟˜˧̻�˘˧�ˠ̻ˠˢ˥˜˦˘˥�˟˘�ˠˢ˗˘�ˣ˥̻˙̻˥̻

ʫʪ

ʴ˃˃ ˊʸʵ

ʵ˨ˬ�ˡˢ˪�ˣ˔ˬ�˟˔˧˘˥�ʭ�˘ˡ˟˘˩˘˥�˟˔�
˙˥˜˖˧˜ˢˡ�˗˨�ˣ˔˜˘ˠ˘ˡ˧�˘ˡ�
ˣ˥ˢˣˢ˦˔ˡ˧�˟Ϡ˘˦˦˔ˬ˔˚˘�ˣ˥̻˔˟˔˕˟˘

ʴ˃˃ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧



˃˥ˢˣˢ˦˘˥�˨ˡ�ˣˢ˥˧˘ʠˠˢˡˡ˔˜˘�˩˜˥˧˨˘˟

ʫʫ

˗˘˦�ʹ˥˔ˡ̹˔˜˦�˨˧˜˟˜˦˘ˡ˧�
˟˘�ˣ˔˜˘ˠ˘ˡ˧�˦˔ˡ˦�
˖ˢˡ˧˔˖˧�˩˜˔�ˠˢ˕˜˟˘ʝ

ʦʫʘ


6RXUFH���2SLQLRQ:D\���/HV�)UDQoDLV�HW�OH�FRPPHUFH�VXU�PRELOH��MDQYLHU�����

ʴ˃˃ʴ˃˃

ˊ˔˟˟˘˧�˔˩˘˖�ˣ˟˨˦˜˘˨˥˦�ˠˢˬ˘ˡ˦�˗˘�
ˣ˔˜˘ˠ˘ˡ˧�˗˜˦ˣˢˡ˜˕˟˘˦�˘ˡ�˖˔˥˥ˢ˨˦˘˟�

ʛʶʵʟ�˖˔˥˧˘˦�˖˔˗˘˔˨˫ʜ

ʷ̛ʶ˂ˈˉ˅ʸˍ�ˁ˂ˇ˅ʸ�ʶʴˆʸ�ʹ˅ʴˁ˃˅ʼˋ

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧

https://www.useradgents.com/book/case-franprix-livraison


ʫʬ

ʶˢˡˡ˘˫˜ˢˡ
)LQLV�OHV�GpOLWV�GH�IXLWH�

˃˔ˡ˜˘˥

5DVVXUHU�ORUV�GH�O¶DFKDW

ʿ˜˩˥˔˜˦ˢˡ

˃˔˜˘ˠ˘ˡ˧

ʣʧ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



ʿ˔�˖ˢˡˡ˘˫˜ˢˡ�˔˨�˕ˢˡ�ˠˢˠ˘ˡ˧�˘˧�˦˜ˠˣ˟˘ˠ˘ˡ˧
˅̻˖ˢˡ˖˜˟˜˘˥�˟˘˦�ˣ˔˥˖ˢ˨˥˦�ˠ˨˟˧˜ʠ˗˘˩˜˖˘˦�˗˔ˡ˦�˟˘�ˣ˔ˡ˜˘˥

ʬʣ

ʴ˃˃

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧

$YHF�GHV�XWLOLVDWHXUV�TXL�FRPPHQFHQW�
XQ�SDUFRXUV�VXU�XQ�GHYLFH�HW�OH�
FRQFOXHQW�VXU�XQ�DXWUH��LO�HVW�LPSpUDWLI�
DXMRXUG¶KXL�GH�SRXVVHU�OD�FRQQH[LRQ�
SRXU�UpFRQFLOLHU�OHV�SDUFRXUV�G¶DFKDW��
&HOD�GHYLHQW�SDU�DLOOHXUV�XQ�SUp�UHTXLV�
HQ�H�FRPPHUFH�SRXU�VDWLVIDLUH�OHV�
HQMHX[�GX�FRRNLHOHVV�HW�GH�
O¶DPpOLRUDWLRQ�GH�OD�FRQQDLVVDQFH�
FOLHQW�

ʼˡ˚˥˜˗�ˇ˛ˢˡ˘˧�ʠ�ʷ˜˥˘˖˧˥˜˖˘�ˈˋ�˘˧�
ˆ˘˥˩˜˖˘�ʷ˘˦˜˚ˡ�ˈˆʸ˅ʴʷʺʸˁˇˆ

ˊʸʵ



ʿ˔�˖ˢˡˡ˘˫˜ˢˡ�˔˨�˕ˢˡ�ˠˢˠ˘ˡ˧�˘˧�˦˜ˠˣ˟˘ˠ˘ˡ˧
ˆˢ˖˜˔˟�˖ˢˡˡ˘˖˧ˢ˥˦ʟ�˖ˢˡˡ˘˫˜ˢˡ�˩˜˔�ʺˢˢ˚˟˘ʟ�ʹ˔˖˘˕ˢˢ˞ʟ�ʴˣˣ˟˘Ϩ�

ʬʤ

ˊʸʵˊʸʵ

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧

ʴ˃˃ ʴ˃˃



ʿ˔�˖ˢ˟˟˘˖˧˘�˗˘�˗ˢˡˡ̻˘˦�˘˫ˣ˟˜ˤ˨̻˘�˘˧�˝˨˦˧˜˙˜̻˘
ʼˡ˧̻˥̼˧˦ʟ�ˣ˥̻˙̻˥˘ˡ˖˘˦�˗˘�˖ˢˠˠ˨ˡ˜˖˔˧˜ˢˡ

ʬʥ

ˊʸʵ ˊʸʵ

ʣʧ
�˯�

�˅
˔˦

˦˨
˥˘

˥�˟
ˢ˥

˦�˗
˘�

˟Ϡ˔
˖˛

˔˧

/D�WkFKH�DWWHQGXH�GDQV�OHV�IRUPXODLUHV�
HVW�GH�UHPSOLU�OHV�LQIRUPDWLRQV�
DWWHQGXHV�IDFLOHPHQW�HW�VDQV�HUUHXU��
/H�IRUPXODLUH�GRLW�JXLGHU�O¶XWLOLVDWHXU���
SODFHKROGHU��FRQVWUXFWLRQ�GX�PRW�GH�
SDVVH��FODYLHU�DGDSWp�HW�GpWHFWLRQ�GHV�
HUUHXUV�j�OD�YROpH��
3RXU�OHV�TXHVWLRQV�SHUVRQQHOOHV�RX�
SRXYDQW�SDUDvWUH�VXSHUIOXHV��LO�IDXW�
UDPHQHU�GX�VHQV�HW�MXVWLILHU�FH�j�TXRL�
FHOD�VHUYLUD�

ʼˡ˚˥˜˗�ˇ˛ˢˡ˘˧�ʠ�ʷ˜˥˘˖˧˥˜˖˘�ˈˋ�˘˧�
ˆ˘˥˩˜˖˘�ʷ˘˦˜˚ˡ�ˈˆʸ˅ʴʷʺʸˁˇˆ



ʬʦ

ʣʨ $FFRPSDJQHU
DSUqV�O¶DFKDW

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʬʧ

ʿϠ˘˫ˣ̻˥˜˘ˡ˖˘�ˡ˘�˦Ϡ˔˥˥̼˧˘�ˣ˔˦�˔˨�ˠˢˠ˘ˡ˧�
˗˨�ˣ˔˜˘ˠ˘ˡ˧ʡ�ˆ˨˜˩˘˭�˩ˢ˧˥˘�˖˟˜˘ˡ˧�˘ˡ�˟˨˜�
˔ˣˣˢ˥˧˔ˡ˧�˟˘˦�˜ˡ˙ˢ˥ˠ˔˧˜ˢˡ˦�˗ˢˡ˧�˜˟�˔�
˕˘˦ˢ˜ˡ�˘ˡ�˧˘ˠˣ˦�ʛˣ˥˘˦ˤ˨˘ʜ�˥̻˘˟�ˣˢ˨˥�
ˣ˥̻˩ˢ˜˥�˟Ϡ˔˥˥˜˩̻˘�˘˧�˟˔�˥̻˖˨ˣ̻˥˔˧˜ˢˡ�˗˘�˦˔�
˖ˢˠˠ˔ˡ˗˘ʟ�˦ˢˬ˘˭�˝ˢ˜˚ˡ˔˕˟˘�˦˨˥�˦˘˦�
˖˔ˡ˔˨˫�˗˘�ˣ˥̻˗˜˟˘˖˧˜ˢˡʟ�˘˧�˙˔˖˜˟˜˧˘˭ʠ˟˨˜�˟˔�
˩˜˘�˘ˡ�˖˔˦�˗˘�˥˘˧ˢ˨˥˦�̲�˘˙˙˘˖˧˨˘˥ʡ�

ʣʨ� $FFRPSDJQHU�DSUqV�O¶DFKDW

6XLYL�GH�OLYUDLVRQ�LQVSLUpHV�
GHV�DSS�GH�IRRG�GHOLYHU\��
VHUYLFH�FOLHQW�HQ�YLVLR��QRWLFH�
G¶XWLOLVDWLRQ�HQ�UpDOLWp�
DXJPHQWpH��WLFNHW��FRQWUDW�HW�
JDUDQWLH�GpPDWpULDOLVpV�����OH�
PRELOH�RIIUH�XQH�RSSRUWXQLWp�
GH�UpLQYHQWHU�OH�FRQWUDW�GH�
FRQILDQFH��

˅˘ˡ˔˨˗�ˀ̻ˡ̻˥˔˧ʠ�ʶˢʠ˙ˢˡ˗˔˧˘˨˥�
ʙ�ʶ˂˂�ˈˆʸ˅ʴʷʺʸˁˇˆ

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʬʨ

ˆ˨˜˩˜�˗˘�˖ˢˠˠ˔ˡ˗˘
�/¶LP�SDWLHQFH�HVW�XQH�YHUWXH��

ʺ˘˦˧˜ˢˡ�˗˘˦�˥˘˧ˢ˨˥˦

ʣʨ� $FFRPSDJQHU�DSUqV�O¶DFKDW

ˆʴˉ�ʙ�˥˘˟˔˧˜ˢˡ�˖˟˜˘ˡ˧

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʿ˘�˦˨˜˩˜�˔˖˖˘˦˦˜˕˟˘�˥˔ˣ˜˗˘ˠ˘ˡ˧

ʬʩ

ʴ˃˃ʴ˃˃

ʶˢˠˠ˔ˡ˗˘˦�˔˖˖˘˦˦˜˕˟˘˦�
˗˘ˣ˨˜˦�˟˔�˧˔˕˕˔˥ ʷ˘˦�̻˟̻ˠ˘ˡ˧˦�˗˘�˦˨˜˩˜�

˗˘�˖ˢˠˠ˔ˡ˗˘�˘ˡ�˔˖˖˨˘˜˟�
ˣˢ˨˥�̼˧˥˘�˜ˠˠ̻˗˜˔˧˘ˠ˘ˡ˧�˜ˡ˙ˢ˥ˠ̻

ʣʨ
�˯�

�ʴ
˖˖

ˢˠ
ˣ˔

˚ˡ
˘˥

�˔
ˣ˥

̺˦
�˟Ϡ˔

˖˛
˔˧



ʿ˘�˦˧˔˧˨˧�˥˘ˡ˦˘˜˚ˡ̻�̲�˖˛˔ˤ˨˘�̻˧˔ˣ˘

ʬʪ

ʴ˃˃

ʼˡ˧˘˥˙˔˖˘�˗˘�˦˨˜˩˜�˘ˡ�˧˘ˠˣ˦�˥̻˘˟�˗˘�˟˔�
˟˜˩˥˔˜˦ˢˡ�˗˘�˖ˢ˨˥˦˘˦ʟ�˗̻˧˔˜˟˟̻�ˣ˔˥�̻˧˔ˣ˘

ʴ˃˃ ʴ˃˃

ʣʨ
�˯�

�ʴ
˖˖

ˢˠ
ˣ˔

˚ˡ
˘˥

�˔
ˣ˥

̺˦
�˟Ϡ˔

˖˛
˔˧



ʿ˔�˟˜˩˥˔˜˦ˢˡ�ˢ˨�˟˘�˥˘˧˥˔˜˧�̲�˟˔�˖˔˥˧˘
ʷ˨�˖˛ˢ˜˫�˗˨�˖˥̻ˡ˘˔˨�˗˘�˟˜˩˥˔˜˦ˢˡ�˔˨�˥˘˧˥˔˜˧�˘ˡ�ˣˢ˜ˡ˧�˗˘�˩˘ˡ˧˘

ʴ˃˃

˄˅�ʶˢ˗˘�̲�˦˖˔ˡˡ˘˥�ˣ˔˥�˨ˡ�
˩˘ˡ˗˘˨˥�ˣˢ˨˥�˙˔˖˜˟˜˧˘˥�˟˔�˖ˢ˟˟˘˖˧˘�
˗˘�˟Ϡ˔˥˧˜˖˟˘�˘ˡ�ˠ˔˚˔˦˜ˡ

ʴ˃˃

ʣʨ
�˯�

�ʴ
˖˖

ˢˠ
ˣ˔

˚ˡ
˘˥

�˔
ˣ˥

̺˦
�˟Ϡ˔

˖˛
˔˧



ʬʬ

ʺ˘˦˧˜ˢˡ�˗˘˦�˥˘˧ˢ˨˥˦
/¶HUUHXU�HVW�KXPDLQH�

ˆ˨˜˩˜�˗˘�˖ˢˠˠ˔ˡ˗˘

$FFRPSDJQHU�DSUqV�O¶DFKDW

ˆʴˉ�ʙ�˥˘˟˔˧˜ˢˡ�˖˟˜˘ˡ˧

ʣʨ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



ʿ˘˦�˥˘˧ˢ˨˥˦�˦˜ˠˣ˟˜˙˜̻˦
˃˥ˢ˖̻˗˨˥˘�˙˔˖˜˟˜˧̻˘ʟ��˦˖˔ˡ�˗˘�˄˅�˖ˢ˗˘�˔˨�ˣˢ˜ˡ˧�˥˘˟˔˜˦ʟ�˦˨˜˩˜�˗˘˦�̻˧˔ˣ˘˦�

ʤʣʣ

ʴ˃˃ ʴ˃˃

ʣʨ
�˯�

�ʴ
˖˖

ˢˠ
ˣ˔

˚ˡ
˘˥

�˔
ˣ˥

̺˦
�˟Ϡ˔

˖˛
˔˧



ʿ˘˦�˥˘˧ˢ˨˥˦�˦˜ˠˣ˟˜˙˜̻˦
˃˥ˢ˖̻˗˨˥˘�˙˔˖˜˟˜˧̻˘ʟ��˦˖˔ˡ�˗˘�˄˅�˖ˢ˗˘�˔˨�ˣˢ˜ˡ˧�˥˘˟˔˜˦ʟ�˦˨˜˩˜�˗˘˦�̻˧˔ˣ˘˦�

ʤʣʤ

ʴ˃˃

ʣʨ
�˯�

�ʴ
˖˖

ˢˠ
ˣ˔

˚ˡ
˘˥

�˔
ˣ˥

̺˦
�˟Ϡ˔

˖˛
˔˧



ʤʣʥ

ˆʴˉ�ʙ�˥˘˟˔˧˜ˢˡ�˖˟˜˘ˡ˧�ʭ�
DYRLU�UpSRQVH�j�WRXW�

ˆ˨˜˩˜�˗˘�˖ˢˠˠ˔ˡ˗˘

$FFRPSDJQHU�DSUqV�O¶DFKDW

ʺ˘˦˧˜ˢˡ�˗˘˦�˥˘˧ˢ˨˥˦

ʣʨ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



ʷ˘˦�˖˔ˡ˔˨˫�˗˘�˖ˢˠˠ˨ˡ˜˖˔˧˜ˢˡ�ˠˢ˕˜˟˘�˙˜˥˦˧
ʶ˛˔˧�˖ˢˠˠ˨ˡ˔˨˧˔˜˥˘˦ʟ�˖˛˔˧˕ˢ˧˦ʟ�ˊ˛˔˧˦ʴˣˣʟ�˩˜˦˜ˢ�˖ˢˡ˦˘˜˟˟˘˥ʡʡʡ

ʤʣʦ

ʴ˃˃ʴ˃˃ʴ˃˃

ʷϠ˔ˣ˥̺˦�˨ˡ˘�̻˧˨˗˘�ˀ˖˞˜ˡ˦˘ˬʟ�˘ˡ�
ʥʣʤʫʟ�ʪʨ�ʘ�˗˘˦�˔˖˛˘˧˘˨˥˦�˘ˡ�
˟˜˚ˡ˘�˦Ϡ˔˧˧˘ˡ˗˘ˡ˧�̲�˖˘�ˤ˨Ϡˢˡ�
˥̻ˣˢˡ˗˘�̲�˟˘˨˥�ˤ˨˘˦˧˜ˢˡ�˗˔ˡ˦�
˟˘˦�ʨ�ˠ˜ˡ˨˧˘˦�ʔ

ʣʨ
�˯�

�ʴ
˖˖

ˢˠ
ˣ˔

˚ˡ
˘˥

�˔
ˣ˥

̺˦
�˟Ϡ˔

˖˛
˔˧

http://www.mckinsey.com/global-themes/customer-experience


ʶ˛˔˧�˖ˢˠˠ˨ˡ˔˨˧˔˜˥˘˦ʟ�˖˛˔˧˕ˢ˧˦ʟ�ˊ˛˔˧˦ʴˣˣʟ�˩˜˦˜ˢ�˖ˢˡ˦˘˜˟˟˘˥ʡʡʡ

ʷ˘˦�˖˔ˡ˔˨˫�˗˘�˖ˢˠˠ˨ˡ˜˖˔˧˜ˢˡ�ˠˢ˕˜˟˘�˙˜˥˦˧

ʤʣʧ

ˊʸʵʴ˃˃

˃˥˜˦˘�˗˘�˖ˢˡ˧˔˖˧�ˣˢ˦˦˜˕˟˘�
˔˩˘˖�˟˔�˙ˢ˥˖˘�˗˘�˩˘ˡ˧˘�
˘ˡ�˖˛˔˧�ˢ˨�˘ˡ�˩˜˦˜ˢ

ʣʨ
�˯�

�ʴ
˖˖

ˢˠ
ˣ˔

˚ˡ
˘˥

�˔
ˣ˥

̺˦
�˟Ϡ˔

˖˛
˔˧



ˈˡ˘�˔˜˗˘�ˣ˟˨˦�˚˨˜˗̻˘

ʤʣʨ

ˊʸʵˊʸʵ

ʿ˔�˕˔˥˥˘�˗˘�
˥˘˖˛˘˥˖˛˘�ˣ˥ˢ˗˨˜˧˦�
ˣ˘˨˧�˔˨˦˦˜�̼˧˥˘�
˨˧˜˟˜˦̻˘�ˣˢ˨˥�
˗˘ˠ˔ˡ˗˘˥�˗˘�˟Ϡ˔˜˗˘�

ʴ˃˃

ʣʨ
�˯�

�ʴ
˖˖

ˢˠ
ˣ˔

˚ˡ
˘˥

�˔
ˣ˥

̺˦
�˟Ϡ˔

˖˛
˔˧



ʤʣʩ

ʣʩ (QJDJHU�
	�ILGpOLVHU

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʤʣʪ

ʿ˘�ˠˢ˕˜˟˘�˘˦˧�˟Ϡ˜ˡ˧˘˥˙˔˖˘�˟˔�ˣ˟˨˦�ˣ˥ˢˣ˜˖˘�̲�˟˔�
ˣ˘˥˦ˢˡˡ˔˟˜˦˔˧˜ˢˡ�˘˧�˟˔�˖ˢˡ˧˘˫˧˨˔˟˜˦˔˧˜ˢˡʟ�
˙˔˩ˢ˥˜˦˔ˡ˧�˟˔�˖˥̻˔˧˜ˢˡ�˗Ϡ˨ˡ˘�˥˘˟˔˧˜ˢˡ�˗˨˥˔˕˟˘�
˔˩˘˖�˩ˢ˦�˖˟˜˘ˡ˧˦ʡ�ʿϠ˘ˡ˝˘˨�̻˧˔ˡ˧�˗˘�ˠ˨˟˧˜ˣ˟˜˘˥�
˟˘˦�˟˘˩˜˘˥˦�˗Ϡ˘ˡ˚˔˚˘ˠ˘ˡ˧�ʠ�ˤ˨˘�˖˘�˦ˢ˜˧�˘ˡ�
ˣ˥ˢˣˢ˦˔ˡ˧�˗˘�˟Ϡ˜ˡ˦ˣ˜˥˔˧˜ˢˡʟ�˘ˡ�˦˨˚˚̻˥˔ˡ˧�
˟Ϡ˔˖˛˔˧�ˢ˨�˟˘�˥˔˖˛˔˧�˩˜˔�˟Ϡ˔˟˘˥˧˜ˡ˚�ˢ˨�˘ˡ�
˨˧˜˟˜˦˔ˡ˧�˟˘�ˠ̻˖˔ˡ˜˦ˠ˘�˗˘�˥̻˖ˢˠˣ˘ˡ˦˘�ʠ�
̲�˧˥˔˩˘˥˦�˧ˢ˨˦�˟˘˦�˖˔ˡ˔˨˫ʟ�ˣ˛ˬ˦˜ˤ˨˘˦�ˢ˨�
˗˜˚˜˧˔˨˫ʡ�

ʣʩ� (QJDJHU�	�ILGpOLVHU
/H�SDUFRXUV�G¶DFKDW�Q¶HVW�SDV�
WRXMRXUV�OLQpDLUH��2Q�KpVLWH�
SDUIRLV��RQ�PHW�GH�F{Wp��RQ�SUpIqUH�
JDUGHU�O¶LGpH�SRXU�SOXV�WDUG�RX�RQ�
SUpSDUH�VD�SURFKDLQH�YLVLWH�HQ�
PDJDVLQ��&¶HVW�SRXUTXRL�HQJDJHU�
O¶XWLOLVDWHXU�DX�ERQ�PRPHQW�HW�
JUkFH�j�GHV�IRQFWLRQQDOLWpV�
SUDWLTXHV�SHUPHW�G¶DVVXUHU�OD�
FRQWLQXLWp�GX�SDUFRXUV�HQWUH�OHV�
GLIIpUHQWV�PRPHQWV�G¶DFKDW�HW�OHV�
GLIIpUHQWV�FDQDX[�

ʷ˘˟ˣ˛˜ˡ˘�ʽ˔ˠ˔˜ˡʟ�ʷ˜˥˘˖˧˥˜˖˘�ʶˢˡ˦˘˜˟
ˈˆʸ˅ʴʺʷʸˁˇˆ

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʤʣʫ

ˊ˜˦˛˟˜˦˧�ʙ�ʴ˟˘˥˧˘˦
/¶HQYLH�G¶DYRLU�HQYLH��

˃˥ˢ˚˥˔ˠˠ˘�˗˘�˙˜˗̻˟˜˧̻

ʣʩ� (QJDJHU�	�ILGpOLVHU

˂ˠˡ˜˖˔ˡ˔˟˜˧̻

ʿ˘
�ˣ

˔˥
˖ˢ

˨˥
˦�˘

ʠ˖
ˢˠ

ˠ
˘˥

˖˘
�ˠ

ˢ˕
˜˟˘



ʷ˘˦�˘ˡ˩˜˘˦�̲�ˣˢ˥˧̻˘�˗˘�˗ˢ˜˚˧

ʤʣʬ

ʴ˃˃ʴ˃˃ʴ˃˃

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥



ʷ˘˦�˘ˡ˩˜˘˦�̲�ˣ˔˥˧˔˚˘˥

ʤʤʣ

ʴ˃˃ ʴ˃˃

ˇˢ˨˧�˦˖˥˘˘ˡ˦˛ˢ˧�˘˦˧�˗̻˧˘˖˧̻�
˘˧�˚̻ˡ̺˥˘�˨ˡ�˙˘˘˗˕˔˖˞�ˣˢ˨˥�
ˣ˔˥˧˔˚˘˥�˟˘�ˣ˥ˢ˗˨˜˧

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥



˃ˢ˨˥�ˣ˥̻ˣ˔˥˘˥�˨ˡ�˔˖˛˔˧�˨˟˧̻˥˜˘˨˥

ʤʤʤ

ʴ˃˃ ʴ˃˃

ʿϠ˔˝ˢ˨˧�̲�˟˔�˪˜˦˛˟˜˦˧�ˡ̻˖˘˦˦˜˧˘�
˗˘�˦˘�˟ˢ˚˚˘˥ʟ�˘˧�˟Ϡˢˡ�˥˘˧˥ˢ˨˩˘�
˦˔�˪˜˦˛˟˜˦˧�˗˔ˡ˦�˟˔�˦˘˖˧˜ˢˡ�ˣ˔ˡ˜˘˥ʟ�
˨ˡ�˕ˢˡ�ˠˢˬ˘ˡ�˗˘�˖ˢˡ˩˘˥˧˜˥ʡ

ˊʸʵ

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥



˃ˢ˨˥�˙˔˖˜˟˜˧˘˥�˗˘˦�˔˖˛˔˧˦�˥̻˖˨˥˥˘ˡ˧˦
ʸˡ˖ˢ˨˥˔˚˘˥�˟˔�˥̻˖˨˥˥˘ˡ˖˘�˗Ϡ˔˖˛˔˧�˚˥̴˖˘�̲�˟˔�˥˘ˣ˥˜˦˘�˗˘�˟˜˦˧˘˦

ʤʤʥ 
6RXUFH���2SLQLRQ:D\���/HV�)UDQoDLV�HW�OH�FRPPHUFH�VXU�PRELOH��MDQYLHU�����

ʴ˃˃ʴ˃˃ ˊʸʵ

˗˘˦�ʹ˥˔ˡ̹˔˜˦�
ˣ˥̻ˣ˔˥˘ˡ˧�˟˘˨˥�˟˜˦˧˘�

˗˘�˖ˢ˨˥˦˘˦�˦˨˥�
ˠˢ˕˜˟˘ʝ

ʦʨʘ

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥



ʿ˘˦�˔˟˘˥˧˘˦�ˣˢ˨˥�˘ˡ˚˔˚˘˥
ʿ˘˦�˔˟˘˥˧˘˦�ˣˢ˨˥�˔˦˦˨˥˘˥�˟˔�˥̻˧˘ˡ˧˜ˢˡ�˖˟˜˘ˡ˧�˘˧�˕ˢˢ˦˧˘˥�˟˘�˥˘ˣ˘˔˧�˕˨˦˜ˡ˘˦˦

ʤʤʦ

ʴ˃˃ ʴ˃˃ ʴ˃˃

ʴ˟˘˥˧˘˦�ˠ˔˥ˤ˨˘˦�˗˜˦ˣˢˡ˜˕˟˘˦�
˗˜˥˘˖˧˘ˠ˘ˡ˧�˦˨˥�˟˘�˩˜˦˨˘˟�
˗˘�˟˔�˩˘ˡ˧˘�ʛˣ˥˜˩̻˘ʜ

ʸˡ˥˘˚˜˦˧˥˘˥�˨ˡ�˙˜˟˧˥˘�ˣˢ˨˥�˥˘˖˘˩ˢ˜˥�
˗˘˦�ˡˢ˨˩˘˔˨˧̻˦�˖ˢ˥˥˘˦ˣˢˡ˗˔ˡ˧˘˦�
˩˜˔�˘ˠ˔˜˟ʟ�ˢ˨�˦˜ˠˣ˟˘ˠ˘ˡ˧�˙˔˖˜˟˜˧˘˥�˟˔�
˥˘˖˛˘˥˖˛˘�˟˔�ˣ˥ˢ˖˛˔˜ˡ˘�˙ˢ˜˦ʡ

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥



ʤʤʧ

˃˥ˢ˚˥˔ˠˠ˘�˗˘�˙˜˗̻˟˜˧̻
)LGqOH�DX�SRVWH�

ˊ˜˦˛˟˜˦˧�ʙ�ʴ˟˘˥˧˘˦

(QJDJHU�	�ILGpOLVHU

˂ˠˡ˜˖˔ˡ˔˟˜˧̻

ʣʩ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



ʿ˔�˖˔˥˧˘�˗˘�˙˜˗̻˟˜˧̻�˗̻ˠ˔˧̻˥˜˔˟˜˦̻˘
ˆ˧˔˧˨˧�˘˧�ˣ˔˟˜˘˥˦ʟ�˖˔˚ˡˢ˧˧˔˚˘ʟ�˖˛̺ˤ˨˘˦�˖˔˗˘˔˨˫ʟ�ˣ˥ˢˠˢ˦�˘˫˖˟˨˦˜˩˘˦�˘˧�˨˧˜˟˜˦˔˧˜ˢˡ�˘ˡ�ˠ˔˚˔˦˜ˡ

ʤʤʨ

ʴ˃˃ʴ˃˃ ʴ˃˃

/D�UpWHQWLRQ�HW�OD�ILGpOLWp�VRQW�DX�F°XU�GH�
OD�VWUDWpJLH�GLJLWDOH�GHV�UHWDLOHUV�TXH�
QRXV�DFFRPSDJQRQV��/HV�DSSOLFDWLRQV�
PRELOHV�SHUPHWWHQW�G¶LQFDUQHU�OHXUV�
SURJUDPPHV�GH�ILGpOLWp�HW�GH�WLVVHU�XQH�
UHODWLRQ�SOXV�IRUWH�HW�SOXV�SHUVRQQHOOH�
DYHF�OHV�FOLHQWV�

ˉ˜ˡ˖˘ˡ˧�˃˜˟˟˘˧�ʠ�ʷ˜˥˘˖˧˘˨˥�˗˘�˟Ϡʸ˫ˣ̻˥˜˘ˡ˖˘�
ʶ˟˜˘ˡ˧�ˈˆʸ˅ʴʷʺʸˁˇˆ

ʷ̛ʶ˂ˈˉ˅ʸˍ�ˁ˂ˇ˅ʸ�ʶʴˆʸ�ʶʴˆʼˁ˂�ˀʴˋ

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥

https://www.useradgents.com/book/case-casino-app


ʿ˘˦�˨˦˔˚˘˦�ˠˢ˕˜˟˘˦�˥̻˖ˢˠˣ˘ˡ˦̻˦
˄˨˔ˡ˗�˟Ϡ˨˧˜˟˜˦˔˧˜ˢˡ�˘˧�˟Ϡ˘ˡ˚˔˚˘ˠ˘ˡ˧�˦˨˥�ˠˢ˕˜˟˘�˦ˢˡ˧�˦ˬˡˢˡˬˠ˘˦�˗˘�˙˜˗̻˟˜˧̻

ʤʤʩ

ʴ˃˃ʴ˃˃ ʴ˃˃

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥



ʤʤʪ

˂ˠˡ˜˖˔ˡ˔˟˜˧̻�
/DLVVHU�OLEUH�FRXUV�DX[�SDUFRXUV�

ˊ˜˦˛˟˜˦˧�ʙ�ʴ˟˘˥˧˘˦

(QJDJHU�	�ILGpOLVHU

˃˥ˢ˚˥˔ˠˠ˘�˗˘�˙˜˗̻˟˜˧̻

ʣʩ�
ʿ˘

�ˣ
˔˥

˖ˢ
˨˥

˦�˘
ʠ˖

ˢˠ
ˠ

˘˥
˖˘

�ˠ
ˢ˕

˜˟˘



ʿ˘�˟˜˘ˡ�˘ˡ˧˥˘�˟Ϡ˘ʠ˖ˢˠˠ˘˥˖˘�˘˧�˟˘�ˣˢ˜ˡ˧�˗˘�˩˘ˡ˧˘

ʤʤʫ

ʴ˃˃ʴ˃˃

/¶XQ�GHV�HQMHX[�FOpV�GH�O¶DSSOLFDWLRQ�
IUDQSUL[�D�pWp�GH�UHPHWWUH�OH�SRLQW�GH�YHQWH�
DX�FHQWUH��HQ�V¶DSSX\DQW�j�OD�IRLV�VXU�OH�
UpVHDX�GH�PDJDVLQV�HQ�FHQWUH�YLOOH�GH�
O¶HQVHLJQH�HW�VRQ�RIIUH�GLJLWDOH�QRXYHOOH�
JpQpUDWLRQ��8QH�RPQLFDQDOLWp�
IRQGDPHQWDOH�SRXU�FRPEOHU�OH�IDPHX[�
GHUQLHU�NLORPqWUH�

˂˥ˡ˘˟˟˔�ˀˢ˥˘˧˧˜�ʠ�ʶ˛˘˙�˗˘�ˣ˥ˢ˝˘˧�
ˈˆʸ˅ʴʷʺʸˁˇˆ

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥



ʿ˔�˗˜˦ˣˢˡ˜˕˜˟˜˧̻�˗˘˦�ˣ˥ˢ˗˨˜˧˦�˘ˡ�˧˘ˠˣ˦�˥̻˘˟�˔˩˔ˡ˧�˗Ϡ˔˟˟˘˥�˘ˡ�ˣˢ˜ˡ˧�˗˘�˩˘ˡ˧˘

ʴ˃˃ ˊʸʵ

ʤʤʬ

ʣʩ
�˯�

�ʸˡ
˚˔

˚˘
˥�ʙ

�˙˜
˗̻

˟˜˦
˘˥

/¶DIILFKDJH�GH�OD�GLVSRQLELOLWp�SURGXLW�HQ�
WHPSV�UpHO�QpFHVVLWH�XQH�YLVLRQ������HW�
FRQVROLGpH�GHV�VWRFNV�SURGXLWV���&HOD�
UHSRVH�DYDQW�WRXW�VXU�GHV�SRQWV�H[LVWDQWV�
HQWUH�O¶LQIUDVWUXFWXUH�GH�YRWUH�
H�FRPPHUFH��FHOOH�GH�YRV�SRLQWV�GH�YHQWH�
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