
� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � � � � � � � � �
� � � � � � � � � � � � � �  � � � � � � � � � � � � � �

! � � � � � � " #� � � � �

$ � � � � � � �%&&' �( 
 ) � � � �* � � + � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� - � � � � � � � � � � � � � . � � � � � � �

� � - / � � � � � � � � � � 0 � � � � � � 1 � �

� � � - � � � � + " � � � � � � � � � � � � � � � 0 � � �

� / - � � � � " � � � � + �

/ - � � � � � � � � � � � � � � � �2� � � � � � � � � � �

/ � - � � � � � � � � � � � � � � � � � � � � � �

/ � � - ! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

/ � � � -. � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� - � � � � � � � � � � � � � . � � � � � � �

� � - / � � � � � � � � � � 0 � � � � � � 1 � �

� � � - � � � � + " � � � � � � � � � � � � � � � 0 � � �

� / - � � � � " � � � � + �

/ - � � � � � � � � � � � � � � � �2� � � � � � � � � � �

/ � - � � � � � � � � � � � � � � � � � � � � � �

/ � � - ! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

/ � � � -. � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� 
 � � � � � � � � � � � � � � " � � � � � � � " 2" � � � � � �5
� � � � � � � � � � � �%6 ' �7 8
� 	 
 
 � � � 

 � � � � �%�9 &&�� � � � � 1 � � � � � � � � �
� � � � � � � � � � � � � � � � �� � � � � � : 6 � � � ; � � � � � � � � � � � <�, 2� �= � � � � � �

� � � � � � � � � �7 � ; � � >� � � � � � �

� 
 � � � � � � � � � 0 � � �2� � 0 � � � � � �? &&�� � � � � � � � � � � � � � �
� � � � � " � � � � � � � � � � � � � � � � � � � � � � � � � � -

� 
 � � � � � � � � " � � � � � � � � � � � � � � � � � � � " � � � � �

� � � � � � � � � � . � / � � � , 7
� � � � � � � � � � � � � � " � � � � � � � � � � � � 2� � � � � � � � � � � � � � � � � ; � � 0 � � � � � 3� � 2� � � � � � � �

. � 7 , � � � � � .. � 7 , � � � � � . 33� @! � * � � � �� @! � * � � � �� � � � � 
 * � � .� � � � � 
 * � � . 33 , � � � / � � �, � � � / � � � � � ! � � � .� � ! � � � . 33� � � � * / � � � � � �� � � � * / � � � � � �

� � �
� � 2� � � � � � � � � � �

* " � � � � 4

� >	 � � � � � � �

� " � � � � � "

A? B

%? B

%&B

: &B

%AB

%AB
: 9 B

: ' B

: ' B
� � � � � �

C�� � � � �� � � � � � � � �

� � � � � � � �

� � � � � � � � ! � 1 � � � �
� � � 
 � � � � � � � � � � � � � � � � �

� � " � � � � � � �

%%B

: $ B

6 ? B

� � � � � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � �7 � � � � � � � � �
� � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �
� � � �

V
al

eu
r 

pe
rç

ue
 p

ar
 le

s 
m

ét
ie

rs
Centre 
de coût

Facilitateur 
métier

Contributeur
stratégique

Technologies

Services 

Avantage 
concurrentiel

Process DSI
Organisation & Sourcing
Outils DSI

Compréhension des attentes secteur 
d’activité
Architecture Orientées Services
Environnement d’intégration et 
d’échanges

� � � � � � � �

� � � � � � � � � � � � � � � � � � �

� � � � � �
� � � � � �� � � � �  � � � �

� � � �� � � � � � � �� � 
� �

� � � � � � � � � � � � � � � � . � � �

� � � � � � � �

� " � � � � � � � � � �

� � � � � 1 � � �� � �

� � � � � � � � � � � � � � � �� � �

� � � � 
� ! 
 � 
� � � � � � � � � � 
� � � �

" � � � � � �
� � � �

� 22� � � � � � � � � � � � � � � � � � � � � �
� Depuis 1998 sur les infrastructures IT et réseaux, les outils de la DSI, la sécurité
� Plus de 100 clients sur l’Europe sur la durée

� � � � � � � � � � �� � � � � 
� � 
� � � � � �#� � � � � � 
� � �
� � � � � � � � � � $� � � �

� � � � � � � � � �
� � � � � � � � � � �� � � � �
� � � � � � � � � 
� � � � � � � � 
� 
� � �

�3� � � " � � � � � � �
� %&� � ' &� � � � � � � � �
� �� � � � � � � � � �� � � � � � � � � �� � � � �

� � � � �
� � � � � � � � � � � � � � 
� � � � " �#� � � � � � � �
�#� � �

�3� � 2� � " � � � � �
� � � � � � � � � � � 
� � � � ��
� ( ) � *� ) � + *�+ � � � � � � � 
� ,

� � � � � 
� � � � � � � � � � 
� � � - ) � � � � � . � *�
� � � / � � � � � � � � � � � � � � � � � � � � 
� � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � �7 � � � � � � � � �
+ � , � � 
� � � 
� � � � � � � � � � � 
� � � � � � � � 
� � 
� � � � �  � � �

Problem management

Incident Management

Configuration Management

Continuity management

Availability management

Design and planning

Financial management

Deployment

Operation

Technical Support

S
er

vi
ce

   
S

u
p

p
o

rt
IC

T
 

M
an

ag
em

en
t

Engineering

B
u

ild

Progrès 
Supervision

Progrès Relation 
client

Progrès Outil

Support

Project Management

Progrès
Exigences

Change Management

Release Management

Méthodologies 
Devoteam

O
u

ts
o

u
rc

in
g

PMO

Change manager

Service desk

Capacity management

Service Level Management
Service  Client

S
er

vi
ce

   
D

el
iv

er
y

Progrès Project 
Planning

Progrès 
Service 

Desk

Progrès 
Mise en 

Production



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � 3� � � � � � � � � � � � � � � � 0 �

� �0�1 %� � 
� *�%� ! � � $
2
� � � � � �

� � � � � � �3� � � 
 � � 
� � � 4
� � � � � � � � 32� � � � � � � �
� � � �
35 
� *�4

	 � � � � � � � � � � 6� 
7� � �
� � � � � � � � � � � � � � � � � � 6�
� � � � � � � � � �  � � �

!
+ � � 
��� � � �� � � � � � � � �
� � � 6� 
7� � �

� �0�1 %� � 
� *�%� ! � � $
2
� � � � � �

) � � � � �  *�4� � � �
� � � � � � � � � � �
� 6� � , � 8� � � � � �
� � �� � � �

!
+ � � 
��� � � �� � �
5 � � 9
 �� : � � � � � � � � � �

) 
� � � � � � � �� � �
� � 
� 


� � � � � � � � � � � � #� � � ��

� � � � 
� � �2� � � � ) , �
� � � � 
� � � � � � � � 
� 


� 6� � , � 8( ; �

� 6� � , � 8� � �� � � �
� � � 
 
, � � � � 
� �

� � �� � � 
� � �
) 
� � � � � � � �� � �
� � 
� 


!

� � � 
� � � � 8� � � / �� �
� � � 
 
, � � � � 
� � �

� � � 
� � � � 8� � � / �� �
� � � 
 
, � � � � 
� �

! � � � � � �

1 � � � � 
� *�%� � �$

1 � � � � 
� *�%� � �$
2
� � � � � �

1 � � � � 
� *�%� � �$
2
� � � � � �

1 <� � � 
� *�<� � ! =� �$

1 <�� � 
� *�<� �$

1 <�� � 
� *�<� �$

1 � � � � 
� *�%� � �$
2
� � � � � �

1 <� � � 
� *�<� � ! >� �$

� + � � � � �

� � � � � � � � � � � *�4

( 
� � �
*�4
; � , 
� � *�4

+ / �
� � � � *�4

� � ��� � � � � 
� � 
� � � � � � �
) � �+ 
 
 
� �

) � � � � �  *�4

) � � � � �  *�4

� � �
� 
7� �

!

� � � � � � � � � � � *�4

� � � � � � � � � , �

� � � � � �

� � � � , � � 
� � � 
� �
� � � �
� � � � � � � � � � �
? � � � @� 6� � , � � � � �

? � � � @� 6� � , � � � � �

� � � � � 
� � � � � � 
� �
A
� 6� � � � � � � � � � �

� � � �
� � � � � � � � � � �
	 � � � � � � � � � � � �

� � � � � 
� � � � � � 
� �
	 � � � � � � � 
� � � , � � � 
� �

� � � � , � � 
� � � 
� �
� � � �
� � � � � � � � � � �
? � � � @� 6� � , � � � � �

!

? � � � @� 6� � , � � � � �

� � � �
� � � � � � � � � � �
? � � � @� 6� � , � � � � �

� � � � � � � � � � � �

!

!

� � � � �� , � � � � � � � � � � 
� �
� � � � � � � � � � � � � � � � 
� �

!

; � , � � 
� � � � � � � � � 
� � � �

!

� � � � 
� � �

!

	 � 7� B� � � � � � 
� 
 � � � @
� � � � 
� � �

� � � � � � � �

� � � � � � � 
� �
� � � � �� �
� � � � 
� � � � � � 9

� � � � � � � � . � �  

? � � � � � �� � �

 � � � � 
� � � � � �

+ � � 
��� � �
�� � � � �� � 
� � � � �
� � �

+ � � 
��� � � �� �
( � � � �

+ � � 
��� � � �� �
� � � � � � 
� 
� �

� � � � � � � � � � � � � � �
! � � � � � � � � �

� � � � � � � 
� �
� � � �
�� � � � �� � 
� � � � �
� � �* � � � � � � � �

� � � � � �

+ � � � � � � � 
� �
	 � � � � � � �
� � � 
� �

� � � � � � � 
� �
� � � � �� � �
) 	 �

7 � � � � � � �
! � � � � � � � � �

* � � � � � � �

? � � � � � �� �
A� � � � 
� � � � �

+ � � 
��� � � ��
� � � � 
� � � � � � 9

! � � � � 0 �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� - � � � � � � � � � � � � � . � � � � � � �

� � - / � � � � � � � � � � 0 � � � � � � 1 � �

� � � - � � � � + " � � � � � � � � � � � � � � � 0 � � �

� / - � � � � " � � � � + �

/ - � � � � � � � � � � � � � � � �2� � � � � � � � � � �

/ � - � � � � � � � � � � � � � � � � � � � � � �

/ � � - ! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

/ � � � -. � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

/ � � � � � � � � � � 0 � � � � � � 1 � � � � � � � � �3� � � � � � � � � � �

� � � � � � � � � �3

� 2#� � � � � � � �
� � � 
� � � � � � , � � � � � �
� �
C
 � � � � � � � � � �� � � � � � � / � � 
� � � �
C� � � � � � � � 
� � � �C � � � � 
� � � � � � � 
 � � � � � � � � � � � � � � � � � � 
� �
C� � � � � � � � 
� � � � � � � � � � � 
� � � � � � � � � � � � � � � � �

� 2� � � � � / � � � � � � 
 � � � � 
� � � � � � � � � � � � �� 
� �
�

� � 

 
 
� � �� � � � � � � �� � � � � � � 
 � � � � � 
� �
C� � � � �� � 
� � � � � � � � � � 
� , D� � �� 
� �� � � � 
� � � � 
� � � E
C� � � � �� � 
� � � � � � 
� 
 � � � � � � � � � � � � � � (
C� � �� 
� �
� � � 
� � � � � � � � � � � � � � � � � � � � � 
 �
� � � � #
� � � � B� �

� 	 � �A� � � � � �3
C� � 
� � � " �#
� 
 � , � � � � � � � � � � � 
� ��� � � � � � � �� � � 
� �
C� � � � 6� � � 
� � 
� � �� � � � � �� � � 
� 
 � � � � � � � � � � � �
C�F� � � �
� � � 

 �3� � �� � G� � , � � � � � � 
� � � � � � 
� , �D� � � �� � � � , 
� � " �� � ( ) � E*

� � � � � � � � � , �� / � � � � � � � � � �� � � 	 � �
C� � � 
� � � � � � � �� � � 
� � � � 
� � � 
� � � � � � � 
� � � ��
C� � , � 
� � � #
� � � � B� � � � � � �� � . � �� � � � � 9



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

/ � � � � � � � � � � 0 � � � � � � 1 � � � � � � � � �3� � � � � � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

/ � � � � � � � � � � 0 � � � � � � 1 � � � � � � � � �3� � � � � � � � � � �

Concept récent et de plus en plus d’actualité



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

/ � � � � � � � � � � 0 � � � � � � 1 � � � � � � � � �3� � � � � � � � � � �

Tendance mais pérennitéàconstruire 
avec la maturité



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

/ � � � � � � � � � � 0 � � � � � � 1 � � � � � � � � �3� � � � � � � � � � �

! � � � � � � " � � 4 � � � � � � � � � �
� ; � � � � � � �2� � � � � � � � � �
� � � � � � � � �


 � � � � � � �  � � � 1 � � = � "

! � � � � � � " � � 4 � � � � � � � � � �
� � � � � � � � �D � � � � � � � "



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� - � � � � � � � � � � � � � . � � � � � � �

� � - / � � � � � � � � � � 0 � � � � � � 1 � �

� � � - � � � � + " � � � � � � � � � � � � � � � 0 � � �

� / - � � � � " � � � � + �

/ - � � � � � � � � � � � � � � � �2� � � � � � � � � � �

/ � - � � � � � � � � � � � � � � � � � � � � � �

/ � � - ! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

/ � � � -. � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � � � � � � 0 � � � ( � � �1 � � � � � � � �

� � � � � � � � � � � � � � � � � � � � � � � � � � �5

� � � � � � � 
� H� � �

� � � � � � � � � 

 
� 
� � � � � � � � � � � � � � �
D� ( � 2�3� �� � � �*� � � � � �� � 
� � E

� � � � � � � � � � � � � / 
�
� � � �
� � � � � � 
� � � � ��� � � � � � � � �� � �
� � , � � 
� � � 
� � �

� �� � � � � � � � 
� � � #� � � � � � 
� � � �3
C � � � � � � � � � � H� � � � 
� 
7� � �
C � � � � 

 
� 
� � � � �� � � �� �

2�
�

�
��<

2�
�

�
���

2�
�

�
���

8%

� � � � � � � � � � � � � � � � � � � �

Fonctionnel Apps Local
Exploitation
Syst. Rés.

Competence Center
- Operations -

Competence Center
- Applications -

Help Desk

User /
Key user

IT - Production

IS - Application

IS - IT - Business

Infra Local

Applications supportées local 

Office automation
Applications centrales / Groupe

Escalade

Périmètre

Organisation



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

! " � � � 0 � � � � � � � 
 � � � � � � �  

� � " � " � � � � � � � � � � � � � � � �5

� + 
 
 
� � � � � � � � � � 
� � �3
C � � 
 � � � � � � � � � � � � 8� 7� 
� � � � � � � �


� � 
� 
� � � �� �D� ) � � *� � � �
� � �  � � � � � � � 9E

C - � � � � � � 
7� � �D� � � �� � � � � � � 
� � � � �%E�3
C � � 
� � � ) � *� ) � 
�*� I 
� *� ) � �� 
� � � 
�

� � � � �
� � � 
� � � � � � � � � � �� � �8�? � � � � �

� � " � " � � � � � � � � � � 4 � � � � �5
D� � � 
� � � � 
� � � � 
� � �� �8� � � � 
��� , � E

� � � � �
� � � 
� � � � � � � � � � � � � � � �� � � �

� � � � � � � � � � � � � � � � � 
� � � �3
C � � � � � � � � � � � � � � 
�
C 2� , 
� 
� ��

� ? � � � 
� � � � � � �#
� � � � 
� � D� � ) E�3
C � � � � : � � � � � � � � � � 
� ,
C J � � � � � � � � � 
� �
C A
�� � � 6� � 
� ,
C ) � 
�/ � � � � 
, 6� �K�7� � � � �
C � � � � � � � � � � � � � � �
C � � � �
� � � 
� � � � � � � 6� � 
L� � 
� �

� � � � � � � � � � � � � 3� 22�� � � � � " � � � � � � � � � �
� � � � � �� , � � � � � � � � � � 
� � �D
� � �
� 
� � � � � � � � � �
� 
� � E

� � � 
 � � � � � � � � � � � � � � � � � � � � � 
� � � � �3
C � � � ) � � � � � *�A
�� �K� � � 
� � *� � � � 
� � 
� � � *� � � 
 � : � � � � � 
� � � 
/ � � 
� �

� � � 
� � � � � � � � 
� � " � 
� � � � � �

� J � � , � � � � � 
�� � � � � 
� 9� � � � � � � � � � � � � �� � � , � � � � � �

Fonctionnel Apps Local
Exploitation
Syst. Rés.

Help Desk

Infra Local

Applications supportées local 

Office automation

Applications centrales / Groupe



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � :

� 
 � � � � � �  �5

� 2� � � � � � 
� � 	 
� 
� �
 � � � �#� � , � � 
� � � 
� � � � (

� ; � � � � � � 
� � � � � � � � ��� � � 
 � � 
� 
�
� � � � � � � � � � � �

� � � � � + � � � � � � � � � � � �0 � � � � � � �3� � " � � � � � � � � � � � � � � � � � � � � �5

� � � 
� 
� � � � �� � � � � � �� � 
� � � � � � , � � � 
� � � � � � ! � � � 
� � � � � � 
� � 
� � � � �
� � � ��� � � � � � � � � � �� � � � � � � � #� � � � � � � � � � �#� 
 
 
� � � 
� � � � � �� � � 6� M� � � � � � � � � � � � �
� � � � � �� � � � � � � � � � 
� � � 
� � � � � � � � �� � � � � 
�
� � � � � � �

� � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �<� � � � � � � � � � � 3� #� � � � � � � � � � � � � � � � � � � � �5
� � � �� � � � ��� � � � � � �
� , � 
� � 
7� � �
� � � �� 
� �
� 
� � � � � � � � � � � � � � � � � � #� � � � � 
��D. � �� � � � � 9� � � � � � � � � � � � �� � � �E
� � � �� 
� �
� 
� � � � � � � � � � 
� �
� � � 
� � � � � � � � � � � � � � � �� � � �

2�
�

�
���

8%

Help Desk

User /
Key user



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � :

� , �  � ; � � � � � � � � � � � � � � � 5

� 2� �9�  � � � � � � � � � ��� � �� � . � �� � � � � 9�N

� � � � � � � � � � � 
� � *� � � � � � 
� � �9�  � � � � � � � � � � � � � � � � � � � 
�
� � � � � 
� 9� � � � � � � . � �� � � � � 9

� , � � � � � � � � �5

� � � � � 
� 
� � � � 
�
� � � � � � � *� � � � � � 
� � � � � � � � � � � 
� � � � � � � 
 � � � � 
� � � � ��� �

� 4 � � � � � � 
� � � � � � � � � / � � � � #� � � � ��
� 4 � � 
��� � � � �7� � �

 
� � � 
� � � � � � � � � � � �� � � � � � � � � �

� . " � � � � � � � � � � �5

� �� � � � � 
� � � � � � � �� � � � � � � � � � � � � � �� � � � � � � � � � / � � � � 6� � � � � � 
� � �

� 7� 
� � � � � � � � � � � � � � � �B� � � � � � H� � � � � � � � � � � � �

� � � 
� � �7� 
� 
 � � � � � 
� � � � � M� � � � �� � �9�  � � � � � � � 
� � � � � �

� � � � � � �= � � � � � � � � � � � � � 3� � � � � � � � � � � � � � � � � � 4 � �= � � � � � � � � � 1 � � � � � � � � ; � � � � � �
� � � � � � � � � � � � �= � � � � � � � � � � � � � � � " � � � � � � �2� � � � � �E� � � � � � � � � � � � � � � � � � � � � � � � � � � � �
� 4 � � � � � � <�F G

Help Desk

User /
Key user



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � �> , � � � � � � � �2�
� 	 � � � � � � 
 � � � � 
� � � � �
� 	 � � � � � � � � � � 
� � � �D� � � � � � 
� � � E

� � � " � � � � � � � � � � � � � � � � � � � � � � �
� � � � � � � � � � � � � � � � ( � � � � � 
� �

� � � � � � � � � � � � � � � � �> � � " � � � � � � �
� 	 � � �� 
� � � � � *� � � � � � � � � � � � 6� 
7� � �

� � � � � " = � � � � � � � � � � � � � � � � � � � � � � � � � �5
� ) 
� � � � � � � �� � � � � F� 7� 
� � � � � � � 
� � � � � � � � � � � � � � �D� � � � � � � � � 
� � � � � � � � �� � � � � � � � � � �


 � � � � 
� � � � �� E
� � � � 
 
 � � � � � 
� � � � � � � � 7� 
� � � � �� � � �� �

� . � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �<� � � � � � � � � � � � H� � � � � � � � � �5
� � � � � � 

 
 
� � �� � � � " � � 

 � � � 
� � � � � � � � � � � �� / �� � �� � � � � � � 
7� � � � � � � 
� � �
� � � � � � � � / �H� � � � � #� � 6� ��� � � � � � � � � � � 
��� � � � � � � � , � � 
� � � 
� � �
� �#� � � � � � � � 
� � � #� � � 
� 
� � � � �� � � � � , � � 
� � � 
� � � � �� � � �� � � � � � � 
� � � � � �

� � � � � � � � � �%

Fonctionnel Apps Local
Exploitation
Syst. Rés.

Infra Local



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � �$

� � � � � � � � � � � � � � � " � � � � � � �5

� 	 � � � � � � � � � � � � �� � � � � � � � 
� �

� � 
 
 � � � � � � " � � � � � � � $� � �

� � � � � � � � � � � � " � 
� � � � � � � � � 
� � � � �

� 4 � � � � � � � � � 
� �� � � � 
� � � � � � � � � � � � � � � � � � � � � � � � � � � � 
� � � � ��

� * ) � � � � � 0 � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � 3� 4 � " � � � � � � �

Competence Center
- Operations -

Competence Center
- Applications -



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � � �

� � � � � � � � � � � � � = � � � �
� 
�� � � , � � � � � � � � � � � �

� � � � � � � � � � � � � � � � " � �2�= � � � � � � � �
� � � � � � � �5

� �� � � � � � � � � � / 
�
� �

 � � � � 
� � � � ��� � � � � � � � � � � �

� �� � � � 
� 
� � � � � � � 
� � � � �

� �#� 
 
 
� � � 
� � � � � � � � � � � � �3
C � � � 
 � � � � � � � � � � � � � � 
7� �
C �� � � � � � � 
� , � � � � � � � � � 
� 
� �
C � 6� 
� � � � � � � � � � � � � �
C � � 
� 
� � � � � � � , � , � � � � � �

Fonctionnel Apps Local
Exploitation
Syst. Rés.

Competence Center
- Operations -

Competence Center
- Applications -

Help Desk

User /
Key user

Infra Local

Support 
management

Business lines

Escalade

� / � � � � � � � � �5
� �� � � 
� � � � 
� � � 
� � � � � � � 
� � � �� � 
� � � � � �
� �� � � � � �� � 
� � � � � � � � � �� � � 
 � � � � 
� � � � � � � � 
� � � � � � � � � 
� � 
� � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � �
( 
� 9� � 
� , � �  � � � �

� � � � � � � � � � � � � � � � � � � � � � <� � � � � � + � �4 � � 3� � � + �� � � � � � � � � � � � � � " � � � � � � � � � �
� � � � � � � � � � � � � � � � � � � 1 � � � � � � � � � � � � � 
 � � � � � � �  � � � � � � � � � � � � � � � � � � � � 5
� � � � � �� � 
� � � � � �#6� � � � � 
� � � 
� � � � � � � � � � � 
7� � � �
� � � �
� 
� � � 
� � � � � � � � � � 
� H� � � � � � � � � � � � � � � � / 
�
� � � � � � � � � 
��
� � � � �
� � � 
� � � � #
� � � � 
 � � � � � � � � � � � � � � 
��
� � � 
� � � � � � � � � � � � � � � � � � � � � 
� � � � � � � � � � � � � � �� � � � �

� � � 
 � � � � 
� � � � � � � � � � 
� H� � � � � � � � " � � � � � � � � �� � � 
� � � � 
 � � � �

� � � � � � � � � � � � � � � � � � � �

Fonctionnel Apps Local
Exploitation
Syst. Rés.

Competence Center
- Operations -

Competence Center
- Applications -

Help Desk

User /
Key user

Infra Local

Support 
management

Ticketing system

� � " � � � � � � � � � � � � � �5
� � � 6� � , � � � � � � � � � , � � � � � �
� �#� 
 
 
� � � 
� � � � � �#� � � � �� � �
� � � � � � � � � � � �� � � � � 
 � � � � � � �

� . � � � � � � � � � � � � � � � � � � �5
� � � � � � 
 � � 
��� � � #� � � �� � 
� � �
� : � � 9
 �� : � � � � � � � �
� � 
, � � �
� � � 
� � � � � � � �� 
� � � 
� �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � �
� � � � � � � � � � � � � � 
�

� 
 � � � � � � �  �5
� + 
 
 � 6� � 
� , *� � � � � � � � � � � �6� � � 
� � � � � � �
� , � 
� � 
7� �
� >� O � � � � � � � � � �� *�<� O � � #� � � � � � � �5 	 - 8) � 
�
� P&O �� � � � � � � � � � � � � � � �� � 
� � � � � � �
, � �

� � � � � � � � � � � 2� � � � � � � � � � � � � � � � �5
� � � � � � � � � � � � 6� � �� , 
7� � �
� ) � � � � �
� � � 
� � � � � � � � � � � � � � � � � , � � , � � � 6
7� �
� 	 � � � � � 
� � � � � � ! � � �" � � � � � � � � � � � � � � � � � 
�

� � � Q� � � � � � � 7� 
� � �
� � � � � � Q� � � � #� � � 6
� � � � � � �

� � � Q� � � � � �7� � �
� � D� � � / �� � � � � � � , � � � � � E

� R� � �
� � 8� � � � � � � � � � �3
� 	 7� 
� � � � � #
� � � � � � � � 
� �

� � � Q� � � � � �7� � �
� � D
� � � � � � � � � � 
� � E�3
� ; � � � � 
� � � � 
/ 
�
� � � � � � � � � 
�� � 
� � 
� 
� � � ��

� � � Q� �" �#
� � � � � � � � 
� � � � � � � � 
� � �3
� ) � � � � �
� � � � �� � � � � � � � � � � � � � 
� 
 � � � � � � � � � � � �

� � � � � � � 
/ 
�
� � D� =8� E�3
� � � , � � � � � � 
� � � � � � � � Q� � � � � �� � � � 
� � � � #� � � � �

� � � Q� �" �#� � � � ��C . � �� � � � � 9�3
� � � � � � � � � � � � � � �
� A� 
/ �� �7� � �

 
� � � 
� � � � � � � � � � � � � � � ��

� � � Q� � � � � � 
� � � � � � �3
� � � � � 
� � � �� � � � � � � � � � �� � � �� 
� 
 � �

� 1 #� � � �2�

� � � � � � �

2�
�

�
��<

2�
�

�
���

2�
�

�
���

8%

� � � � � � � � � � � � � � � � � � � �

Fonctionnel Apps Local
Exploitation
Syst. Rés.

Competence Center
- Operations -

Competence Center
- Applications -

Help DeskHelp Desk

User /
Key user

DesktopDesktop

Support 
management



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � �
� � � �
� � � 



� � � � � � � � � � � �5
� ) 
� 
� 
� � � � �� � � � 
� 7� � � � � � � � � � � � �� � � � � � � � � � � � 
� � � � � � � 
� � � � �%� � � � �#� � , � � 
� � � 
� � � � � � � 
� � � � � �
� � � � � � � � � � � �� � � � � � 
� 
� � � � � 
� �
� � � � �
7� � � � �� � � � �
� 
7� � � � � � � � � � � � � �6� � � 
� � �

� � � � � � � � � � � � �5
� . � �� � � � � 9�3�+ 
 
 � 6� � 
� , *� � � � � � � � � � � �6� � � 
� � � � � � �
� , � 
� � 
7� �
� ; 
� � � � � � � � � � �<�3� 
� � � , � � � � � � � � � � �#� � � �
� � � 
� � �8� 	 � � � � � � � � � � � 
� ,

� � � Q� � � � � � � 7� 
� � � � � � � � � � � �� � � � � � � �
� � � � � � � � �� � � � � � � � � � � � � � � � 
� � � � �

� � � Q� � � � � �7� � �
� � D� � � / �� � � � � � � , � � � � � E

� R� � �
� � 8� � � � � � � � � � �3
� � � � � � � � � �� � � � � � � � � � � � � � � � � � 
� � 
� 
� � � ��� �
� ( S� 6� � � � 
� � 
� � �� *� � 
� � 
� , � � � � � � � � � � � �� � �

� � � Q� � � � � �7� � �
� � D
� � � � � � � � � � 
� � E�3
� � � � � � � � " � � � � � � � � � , � � � I � � 2� � � � � � � � �

� � � � � � � 
/ 
�
� � D� =8� E�3
� � � , � � � � � � 
� � � � � � � � Q� � � � � �� � � � 
� � � � #� � � � �

� � � Q� �" �#� � � � ��C . � �� � � � � 9�3
� � � � � � � � � � � � � � �
� A� 
/ �� �7� � �

 
� � � 
� � � � � � � � � � � � � � � ��

� � � Q� � � � � � 
� � � � � � �3
� ) � � 
� 
� � � � �� � � � � � � �� � � � � 
� � � � � � � � 
� � � � �%

� 1 #� � � �2�

� � � � � � �

2�
�

�
��<

2�
�

�
���

2�
�

�
���

8%

� � � � � � � � � � � � � � � � � � � �

FonctionnelFonctionnel Apps Local
Exploitation
Syst. Rés.

Competence Center
- Operations -

Help DeskHelp Desk

User /
Key user

Infra Local

Support 
management

Competence Center
- Applications -

Competence Center
- Applications -



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� - � � � � � � � � � � � � � . � � � � � � �

� � - / � � � � � � � � � � 0 � � � � � � 1 � �

� � � - � � � � + " � � � � � � � � � � � � � � � 0 � � �

� / - � � � � " � � � � + �

/ - � � � � � � � � � � � � � � � �2� � � � � � � � � � �

/ � - � � � � � � � � � � � � � � � � � � � � � �

/ � � - ! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

/ � � � -. � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � �1 � � � � � � � � � � �= � � �
. � �� � � � � 9

� � � 
 � � � � � � � � � � � � �8� � 7� 
� � � � � � � � 
� � 
� 
� � � �� �8� - � � � � � � 
7� � �8� ) � � � � , � � 
�

� � � � � � � � � � � � � � � � � 
� � �

! " � � � 0 � � �

� � O � � � �6� � � � � � � � � � � 
� �D%� O �� � � � � � Q� � E* " � � � � � � � � � � � � � � � � � � � �

� � � 
� � � � � � � � � � � � � � � � � �� � , � � � � � � $� � � � �

� ; � � 
� � � 
� � � � #
� � � � �� � � � � � � � � / 
�
� , � � � � �� � � � � � � � � � � �� � � � 
� � � � � � � � � �� � �� � , � � � � #� � � �
� � � � � � � � � � � � �

� ) 
� 
� � � � � #� � 
�
� � � � � � � � � #� � � � �� � , � � � � � � � � � � � 
� � , � � � � � � � � � � � � � � � � � � � � � � �� � , � � 3�
=&�

� � � � � � � � � � � � � � � � � � �

� � 
�� � � 3� � � 
� 
� �
� � � � �� � � � � � � � 6� � � � � � � � � � � � � 
� H� � � � � � � � � � �� � � � � �� � � � � � � � � �
� 
, � 

 
� � � 

 � �D� � � , � � � � � 
� � � ' � � � � � � � 
� � *� � � � �L� � � � , � � , � � � 6
7� � *� � � � � �  � E�

� 2� � � � � , � � � � � � 
� � � � � � � � � � 
� H� � � � � � 
� � � � � � � � 
� � � � � � � � � � � 
� H� � � � � � � � � �� � � � �  � � � �
� � � � � 
� � � � � � � � � � � 
� � � � � � � � � � � � � �D� � � � �  � *� � � � �L� � � � , � � , � � � 6
7� � *� � � � �
�� � , � � 4 E

� � � � � � � � �  � � � � � � � � �� � � 
� � � � � � � �� � � � � #� � � � � � � � � � � � #� � � � � � � �
� � � 
� � 3� � � " >� � � 
� 3�
D� A� *� ) 
� � � � � � � �� � � � � � � �#� � , � � 
� � � 
� � � � � � � � � � � � � 
� 
� � � ' � � � � 
� � � � � � � / � � � 
� � E

� � � � � � � � �  � � � � � � #
� � � , � � � 
� � � � #� � � � � � 
� H� � � � � � � � �� � � � � � 
� � 3� � � � � �
�#� � , � � 
� � � 
� � � 
� 
� 
� �� 3�<� � � 
�

7 � � � � � � � � � � � �

. � � " � � � � � � � � � � � �

� � � � � � � � � � � � � � " � � � � � + �= � �

� � � � 0 � � �

� <�" &� � � � � � � � � � � � � � 
� � � � � � 
/ �� � � 6� 7� � � � � � � � � � � �� � � � � � �
/ � � � � � 
� � � � �
� � � � "
�#� � � � 
� � � � � � � � � 
� � � � � � � #� � , � , � � � � � �

� � � � � 
� � � � � � 9� � � � � � � �*� � � 
� � � � � � � � � � � � � � � � 
7� �

	 � � � � � � � � � �= � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � 
 
� � � �� � �� , 
� � 
7� � � � � � � 
� � �� 
� � � � � � � �B� � � � � � � � � � � � � � 
� � � � � � � � 6� � , � � � � � � � � � � � � � � � , 
� �
� � � 
 
� � � � � � � � � � � � � � � ) � �

� � � � � � �= � �

� 2� � � 
� � �� 
� � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � 
� � � � � � � � � � �� 
� � � � � � � � � � � � � � � � � �
� � � � � � � � � � � � � 
� � � � � � � � 
� � � " � 
� � � � � � #� � � � � � � � � � � � � � 
� H� � � � � � � � � �� � 
 � � � � � � � � � � � $� � � �
� � � � 

 
7� � � � � � � � � � � � � � � � � � � � � � � � � � � � � 
� � � , � � � � � 
� � � � � � � � � � � � � � � � � � � � � � �

, � � � � � � �
� � � � �" � � � � � � � � �

� <�" &� � � � � � � � � � � � � � 
� � � � � � 
/ �� � � 6� 7� � � � � � � � � � � �� � � � � � �
/ � � � � � 
� � � � �
� � � � " �#� � � � 
� � � � � � � �
� 
� � � � � � � #� � , � , � � � � � �

. � � " � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � � �� 
� � � � � � � � 
�
� � � � � � � � � � � � H� � � � � � � � � � 
� � � � � � � � � � � �
 � � � � � " � � � �
� � � � � � � � � � � � � �

! � � � � � � � � � � � � � � � � �
� � � � � � � � � � � � �

� � � � � � � � � � � � �
� " � � � � � + �= � �

� � � � 0 � � �

� � � � � � � 
� � � � � � � 
� � � � � � � � � � H� � �� � � 
� � � � � � � �� � � � � � � � � � � 
� � � � � � 9� � � � � � �� � � B� � �
� � � 
� H� � � � �2� � � � � � 
� � � � � � 9� � 
�� � � � �� � � 
� � � � � � � � 
� � � � � � � � � 
� � � � � � � � � � � � � � � �� � �
� � � � �� � 
� � � � � #
� � 
� � � � � � �2� � � � � � � � � � � $� � � � � � 
� � � � �B� � � � � H� � � � � � � � � � � ��H��

� � � � � � � � � � � � � � � � � � � � � � 
� H� � � � � � � � � � �� � � � � �� � � � � � � � � � � 
, � 

 
� � � 

 � � � � � � � � � � � � �
� � � � �� � �
� � � � � � � � � � � � � � � � � � � / 
�
� � � � �� � � 
� � � � � 
� � � � � � � � �

� � � � � � 
� � � � � � � � � � � � � � 
� H� � � � � � 
� � � � � �#� � , � � � � � � 
� � � � � � � � � 
� H� � � � � � � � � � � 
� � � � � � 9

� � � � � 
� � � � � � 
� � � � � �� � � � 
� � � � 
� � � � � � � � � �

� � � � � 
� � � � � � � � �
� � � � � � � �� � � � 
� � � � � � � � � � � 
� � � �

� � � � � � �� � � � � � 
� � � � 
� � � � � �� 
, � � � � � � � � � � � � � � � 
� � � � � � � #� � � , � � � � � 
� � � � � � 
� � � � � � � � � � � � � � � � H� �
� � � � � � � � 
� � � 
� � � � � � � 
� 
 � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �
� � � 
� � � � � � � � � � � � � � � � �
� � � � 

 
7� � � �

	 � � � � � � � � � � �= � � �

� � � �1 � � � � � � � � � � �= � � �
� � � � � � � � � � � � � 
� �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

! � � � � � 3� � � � � 1 � �

Décembre

Diagnostic et 
préparation de 
la consultation

Analyse et 
choix

Phase de Transition 1
(3 mois)

Q/
R

Contractualisation

Janvier Février Mars Avril Mai Juin Juillet Août Septembre

Phase de Transition 2
(2 mois)

Phase de Transition 3
(2 mois)

Phase Probatoire 1
(3 mois)

Phase Probatoire  2
(3 mois)

Phase Probatoire  3
(3 mois)

Modèle de planning de déploiement sur trois périmètre géographique ou ayant un dénominateur commun 



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� - � � � � � � � � � � � � � . � � � � � � �

� � - / � � � � � � � � � � 0 � � � � � � 1 � �

� � � - � � � � + " � � � � � � � � � � � � � � � 0 � � �

� / - � � � � " � � � � + �

/ - � � � � � � � � � � � � � � � �2� � � � � � � � � � �

/ � - � � � � � � � � � � � � � � � � � � � � � �

/ � � - ! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

/ � � � -. � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � �2� � � � � � � � � � �

� � � � � � � I � � � � � � � � � � � � � � � 2� � � � � � � � � � � � + � � � � � ; � � � � � � � � � �
� � � � � � � �
L� � � � � � � � 
� � � 
/ � � 
� , � � � � � � � 
� , � � � � � 
� � � *� . � �� � � � � 9� � � � � 
� � �

� � � � � � � � � � � � � � � I � � � � � 
 � � � � . � � � � � �7 � � � � � � � � �

� � � � � � � � � � � � 
� � � � � � 9*� � � � � � � � � � � , � � � � � *� � � � 9� � 
� � � � � � � � � �

� , � � � � I � � � � � � � � � � � � � � � � � � . � � � � � � ; � I �
� ) � � � , � � � � �
� � � � � � � 
� � *�) � �� 

 � � � � 
� � � �� � � 
� � 
� , *�+ � ! � 
� � � � � � � 
� � � *� � � �

� � � 
 
, � � � � 
� � � � � � � , � � � � �

� � � � � � � � � � � I �J � �  � � � � � �7 � � � � � � � � � � � � � � � � � �
� ) � � � , � � � � � � � � � � � *� �� � � � � � *� � � � � � � � � � � � � � � � � � , � � �  � � � � � *� � � � � � � � 

� � �
� � � � � � � � � � 
� � � � � � � � � � ! � 
� � � � � � � 
� � � �

� � � � � I �7 � � � � � � � � � � � � ; � � � � � � � � � � � � � � � � � � � � � �2� � � � � � 1 � � � � � 2� � -�
� � � � � � � � *� � � ��� � � � � � � � � � � � � � � � � � � : � � � � 6� � �� , 
� �

� � >� ; � � � � � � I 7 � � � � � � � . � �  � � � � � � � � � � � �
� J � � � � � � � � � ( � �

 � �  � �� *� � � : � � � � � � � � � � * � � ��� � � � � � � � � � � � � � � � � � � : � � � � 6� � �� , 
� �

� � � � � � � � � � � � I � . � �  � � � � � � � � � � � � �> * � � + � � + � � � K � � � � � � � ;
� ( � � 6� � �� ,  � � � 
 � � � 6*�) � �� 
�2
� , � � �� � � � � 
� � � � � � 9� *� � � � 9� � � � � � � � � � � *�

� � � � � � � � �+ � � � � � 
� , � 	 � � 
� � � � � � � *� � � � � � � � ) , �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � �2� � � � � � � � � � �

� 
 � � � ; � � I � � � � � 
 � � � � � � � � � � � � � � � � � � � � � � � �
� � � � � 
� � � � � � 9� � � � � 
� � � � *� � � � � � � � � � � � � � � � � 
� � � *� � � � � � � ) � � � , � � � � � � � � � � 
� � � *�

) � 
� � � � � � � � � � � � � � � � � � � � � 
� � � *�) � � � , � � � � � � 9� � � �

� C� #�� � � � I � � � � � � � � � � � � � � � � � � � � � � � 1 � � � � ;
� � � � 9� � � �K� � 
� � � 
/ � � � � � �  � � � � � �3� � � � � � � � �2� � � � � � *� . � � � : � � � �K� � � 
 � : � � �
� � � � � � � � � � �K� � � � � � � � � � � � � � 
� � � � � � 9�3� � � � 9! � 
� � *�) � / 
�� � 	 � , 
� � � � 
� , *� � � � $� � � �

� � � � 
� � �

� 
 ! � I � � � � � � � � � �L � �  � � � � � � � � � � � � � � � �
� ) � � � , � � � � � � 9� � � � � � � � 
� � � *�) � � � � , 
� , �K� � � ��� / � � � � 
� � �K� � 
� � � � � �  � � � � � 
� � � *�

� � � , 
� , �K� � � 
� � � � � � � 
� � � *�) � � � , � � � ) � / 
�
�  � � � � � 
� � � *�? �� / � �� � � � � 
� � � � � � 9�
� � � � 
� � �

� � 	 7 �I � . � �  � � � �7 � � � � � � � � � � � � � � � � � �
� ) � � � , � � � � � � 9� � � � � � � � 
� � � *�) � � � � , 
� , �K� � � ��� / � � � � 
� � �K� � 
� � � � � �  � � � � � 
� � � *�

� � � , 
� , �K� � � 
� � � � � � � 
� � � *�) � � � , � � � ) � / 
�
�  � � � � � 
� � � *�? �� / � �� � � � � 
� � � � � � 9�
� � � � 
� � � � � �

� � . � � I J � �  � � � � � 7 � � � � � � � � � � � � � � � � � � �
� ) � � � , � � � � � � 9� � � � � � � � 
� � � *�) � � � � , 
� , �K� � � ��� / � � � � 
� � �K� � 
� � � � � �  � � � � � 
� � � *�

� � � , 
� , �K� � � 
� � � � � � � 
� � � *�) � � � , � � � ) � / 
�
�  � � � � � 
� � � *�? �� / � �� � � � � 
� � � � � � 9�
� � � � 
� � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � 0 � � � � � � � � " � � � � � � � � : I %

� / � � � � � � � 3� � � � � � � " � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �  5
� O � � � � � 6

 
 � � � � #� 
 
 � 
� � � *� � � �� � � � � � � � 6

 
 � � � � #� 
 
 � 
� � �

� � � � � � � � " � � �2� � � � � � � � � � �D � � � � � � � � � � � � � � 1 � � � � " � � � � " � � � 0 � � � �
� " � � � � � + �= � � 5
� � � 
� � � � � � � � � � � � � � � � �� � � � � *� � � � � � � � � 
� � �
� � � � � � � � � � � � � �
� , � 
� � 
7� � � � � � � . � �� � � � � 9

� � � � � � � � " � � �2� � � � � � � � � � �D � � � � � � � � � � � � � � � � � � " � � � � � � � � � �
� � � � � � � � � � � � � � � 
�*� 
� 
 � � � � � � � � � � � � *� � � � �
� � � 
� � � �D� 
� � � � �%*� � � � � �<� � � � � � 

 
 � � � � � � �

� � � 
� H� � � �

� ! � � � � � � � � � � � � � � � � � �3� 22� � � � � � � � � � � � � � � � �  � � � � � � � � � � � � � � � � � 22� � �
� � � � � � 
� � " � �� � , 
� � �� � � 6� � �

� , � � � � � � � � � � �2� � � � � � � � � � �D � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � "
� � = � � � 5
� � � � �� 
� � � � � � � � � � � � � � � � � � � � #
� 
 � � � � � � � � � � � � *�4



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � 0 � � � � � � � � " � � � � � � � �%I %

� � � � � � � � � � � � � �2� � � � � � � � � � � � � � � � � 3� � � � � 2� � � � � � � � � � � � � � � � � � � � � � � � � � �
�3� � � � � � � � � �
� + � , � � 
� � � 
� � *� � � � � � � � � � � � � � � � � 
��

� � � � � � � � � � � � � � � � �3" � � � � � � � � � � � � � � � � � � � � � � " � � � � � � � � � � � �
� � � � � � � � � � � � � � �� � � �D� � � � � � 
� � � � � � � � � / � � � � #� � � � �� *� 
� � � � � 

 
� � � 
� � � � � � �

� � � / �H� � � 4 E

� * " 2" � � � � � � � � � � �1 � � � � � � � � � � � � " � � � 0 � � � � " = � � � � � � � �
� � � 
� � � � � 
� 
7� � � � � � � � � � � � � � � 6� � � � � � � , � � � �

� , � � � � � � � � � � �2� � � � � � � � � � �D � � � � � � � � � � � � � � � � � � � � � �2� � � � � �0 � � � � � � � � � � � � � � � �
� �" � � � 3� #� � � � � � � � �1 � � � �" � � 1 � � " � �
� T� � �� � 
� � � � � � � � � � � � � � � � � � / � � � �
, � � �D� � � / � � � � #� � � � �� � � � � � � � 
�
� � � � � � 4 E

� � � � � � � � � � � � � � �2� � � � � � � � � � � � � � � � � � � � � � � � � 4 � � � � � � � � � � � � � � � 1 � � 4 �
� U
� 
� � � � � � �#� � 
�
� � � � � � � � � � � � � � � 
� � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� � � � � � � � � � � � � � . � � � � � � �

� / � � � � � � � � � � 0 � � � � � � 1 � �

� � � � � + " � � � � � � � � � � � � � � � 0 � � �

� � � � � " � � � � + �

� � � � � � � � � � � � � � � � �2� � � � � � � � � � �

� � � � � � � � � � � � � � � � � � � � � � �

� ! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

� . � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � + � � � � � � � � � + � � � � � � � � � � �

� � + � �4 �� � � � � � � � 
 � � � � � � �  <�� � � � � � � � � � � � � � � � �" � � � � � � � � � � � � � � � + " 5
� � � � 
� H� � � �3� , � � � 
� � � � � � � � � � � � � � � *� 
� � 
� � � � � � � � � � � � � � � � / �H� � � �D� ( � 2E
� � � � � � � 
� � � �3� � � � � 
� � � � � � � � � � � � � H�� � � � � � � � � � � � � � � � � � � � � � � � � � � �� � � � � � 
��
� 2� � 
 � � � � � 
� 
 � , � � � � � � � � � � � � � 
�
� � � � � � � � � � �� � � � �� � 
� �
� � � � � � 

 
� � � �� � � � � � � � � � � � � � � � � � � �� � � ) � - *� �� � � � � � � � 
� 
� � � � � � �� � � � 2� �
� V� � � � � � � � � � � � � � 
� � � �� � � �� � � � � � 
� � � � � � � � � � � 
/ �� �W�� � � � � � � � � � �� � � � � � � � � � � � � � � � � � � � � �
� � � � � � � � � � � 6� � , � � � #
� � � , � � � 
� � � � � M� � 
� � � �

� � � � � � � � � � � � � � � � � � � �

Fonctionnel Apps Local
Exploitation
Syst. Rés.

Competence Center
- Operations -

Competence Center
- Applications -

Help Desk

User /
Key user

Infra Local

Support 
management

Ticketing system

Gestion des 
changements 
(+ Mises en 
Production)

Gestion des 
Demandes de 

Services (DDS)

Gestion des 
Configurations



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � + "
C� � � � � � � � � � � � " � � � � � � � � � � �

� ! � � � � � � � 3� � � �" � � � � � � �5
� � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � / � � � � � � � � � � 
7� � � � � � ( � 2
� � � � � � 2� �D� � �� � � � � 
� �K�7� � �
� � � � 
� E

� � � � � 22� � � � �5
� �� � � � �� 
! �� � , � � � � � � � �� � � � �� 
! 
 � � � � � � �6� � � 
� � �
� �� � � 
 � � � � 
� � � � �
� � � � � � � � � � � � � 
� � � � � � � � � / � � � � #� � � � �� �D
� � � � 
 � � � � � � 
��8� � � � � � 
� , 4 E
� � � � � � � � � � � � � � H� � � 
� 6� � *� � � � � � � � � � � : � � 9
 �� : � � � � � 

 
 � � � � � � � � � � � �� � 
� � � � � #� � � � � �
� � � � � 
 � � � � 
� � � � �
� � � � / � � 
7� � � � � � � � � � � � � 
� , �
� �#� � 
� � 
� � � � � � � � � � 
�� � � � � � � � � � � � �

� � � � � � � " � � � � �= � � � � � � � + � �= � � � �5
� � � � � 
 � � � � 
� � � � �
� � � � � � � � � � � � � � � � , � � � � 
� � � � � � �
� � � � � � � 
� � / �� � 	 � � � � � � � � �#
� � � , � � � 
� � � � � � �  � � H� � � � #
� 
 � � � � � 
� �
� �#� � � H� � " � 

 
 � � � � � � � � - � � � � � � � � � � � � � � � � � � � � � � � 6� C + � � � �� *� � R2� � � � � � *� � - � *� �  / � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� 4 � � � � � � � 3" � � � � �L � 1 � � " � �" D �� �
� � � � � � � 3� � � � �

� 
 � � � � � � � � � � � � � � �3� � � � � 2� � � �L � 1 �5
� ( � � � � 
� 
� � �3� � 6� � � � � � � � � � � � � � � � � 
� � � � � � � � � � � . � � � � 
7� �
� ) � �� 
� �� � � � �� � � � � � �3�

C A� � 
�
� � 
 � � � � 
� � � � ��� � � � 
�
� � � � � � � � � � � � � 
 
� � �
� � 
� � � � 
7� �
C � 6� 7� � � � �� � � � � � � � 
�
� � � �� � � � B� � � � � � � 
�� � � � � 
 �� �

Attention aux performances en 
visualisation et en création



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� ! � � � � " � � � � � � � � � � � � 0 � � � � � � � � � � " � �
� 	 � � � � � 
� � � � � � � � � H�� � � � � � � � � � � � �C ( � / �� � *� � � �� � � � �
� � � � � � � � � � � � � �C � � � � � � � � � / �
, � � � 
� � � �4

� ! � � � � " � � � � � � � � � � " � � � � �
� 	 � , � � � � 
� *� � � � � � � 
� 
� � *� � � , �� � � *� �
� � � �
� � � � � � � � � � � � � �C � � � � � � � � � � � � � � � � � � � � � � � � � ��� � *� � 6� � � � � � / �
, � � � 
� � � *�4

� � � � � � � � � � � � � � � � 2� � � �( � � � � � � � <� � � � � � � � � �
� � � � 
� � � � #� � � H� *� � �� 
� � � � � � � � � � � � � � � � � � � � �
� ) � �� 
� � � 
� � �

� � � " � � � � � � � � �L � �  2� � L � � � � � � � � 0 � � � � � � " � � � � �

� � � � � � � � � � � � � � � � � �3� � � � �
� � H, � � � � #� 
 
 � � � � � 
� � � � � � � � � � 
 � � � �D� � � � � � � 
� � � 
� � E
� 	 � � � 
� � #� � � 
��
� � �� � � � �

� � � � � � � � � � � � � � � � � � + "
� � � � � � � � " � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� . " 2� � � � � � � � � � � � � � � � � � � � " = � � � � � � � � � � � � �3� � � � � � � � � � � � <� � � � � � � � � � � � � � �5
� � � � � � / � � � 
 
� 
� � � � � � � � � 
� � � � � � � � � � � � � � � � � � � , 
� 
� �*
� � � � � � / � � � 
 
� 
� � � � � � �#� 
 
 � � � � � � � � � � � � � � � � � � �#� � � 
��

� � � � � � �2� � � � � � � � � � � � � � � � � �3� � � � � � � � � � �
� � $� � � � � � � � � � �� � � � � � � � 
� � � 
� � � � � � � � � � � � �#� � , � � � � 
� � � � � �#
� � � � 
 � � � �

� � 
�
� � � � � � �

� � � � � �" � � � � � � � � � � 0 � � � � � � � � � � " � �
� � 
� � � � � � � � 
� � *� � � � 
 � � � � 
� � � � � � � � � � � 
/ � � � � � � � � � / $� � � � , � � � � �

� � � � " � � � � � �3� � � � � � � � � � � � � � � �
� � � �
� � � �� � � � � � � � � � � � � � � 
/ �� � � � � � � � � � � � � �

, � � � � � � � � �D � � � � � � � � � � � � � � � � � " � � � � � � � � � � � � � 2� � �
� � � � � � � � " � � � � � � � � � � � � " � � � � �

� � � � � � � � � � � � � � � � � � + "
� 3�� � " � � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � + "
� � � � � � � � � � � � � � � � � � � � � " � � � � � � � �

� � � � � � � � � � � 	 �� � � � � � � � � � � 	 �


 � � 
 � � � � � � 	 �
 � � 
 � � � � � � 	 �

� � � � � � � 
 � 	 � � � 
 �� � � � � � � 
 � 	 � � � 
 �RevueContrats de 
service

Catalogues

Outil & processOutil & processOutil & process

Asset Management Service Desk 
consolidé

Release Management IAM
Gestion des 

changements 
+ MEP + DDS


 � 
 � � � � � 

 � 
 � � � � � 


Automatisation des processus Service de découverte

CMDB

Intégrations tierces



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � + "
� � � � � + � � � � � � � � � � � � � � � � � � � � � � �

� � � � �A�, � � � � � � " � � � � � #� � � � � � � � � � � �

&�$� � � � � � � 
�� � � � � ) � � 5� � � � � � � � � � 
� � � �� � � � � � 
� 
� � � � � � � � 
� � � " $� � � � � � � � � � � � 
� 
� � � � �� �
7� � �
� � D� � � � � � 
� , *� � 2� � � � � � � � � � � � � � � � � , � � � � � E

=�$� � � � � � � 
�� � 1 �� � � 4 � � � �1 � � � 3� � � � 
� 
� � � �X � � � � ! 
� � �� � � � � � � 
� � Y � � � � � � � � � � 
� � �
� � � � � � � � � � � 
� � � � � � � � � � � 
� � � � � � � � � � � � � � � � � � � � � � � �

%� �$

%� �$� � � � � � � 
� � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �

&�$� � � � � � 
� �

! + � � � � � � � � " � � � � � � � � � 5�� � � � � � � � � � � � � � � � � �%�� � � �= � � �

� � � 
� 
� � � � �
� � � � � � � � " � � � � � � � � � � � � " �� � � 
� � � � � � � �� � � 3�
� � � � � � � � � 
� � � � � � � � � � � � � � � � � � � � � � � � � � 
� H� � � � � 
�� � �

� � � 
� 
� � � �X � � � � >� � � �" � � � � � � � � � Y*� �
� � � � � � � � � 
� � 
� � � � � � � � � �
� � � �� � 
� � � � � � � � � � � � � � � � � � � � � � �

� � � 
� 
� � � � � � � � � � � � � � � � � � + � � � � � � � �

� � � � � � � � � �3� ; �

� � � � , � � � 
� � �3�&� �$

! + � � � � � 3� � � " � � � � � � � 3� � � � 
� 
� � � � � 
� � 
� � �� � � � � �
� � � � � � � � � � !
� � � �� 
� � � � � *� " �� � � 
� � � � � � � �� � � � � � � � � � � � � � � � �

� � � � , � � � 
� � � � � � � � � � � � � � � 
� � � � 
 � Z� , � � � � � � � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � " � � � � � � � � � � � � � � � � � � � �
� � � + � �= � � � � I �2� � � � � � � � � � �

� C� � � � � � � � � � � � " � � � � " � � �D �3� � � � � � �5�
� � � � 6/ � � � � � � 
� � �� � � " � � 
�
� � �
� � � � � � � � � 
� � � � � 
 � � 
�
� � � � � � �DR� 
� 9� �
� 9� *� ( � � � �� � � � � #
� � 
� � � � � 4 E
� A� � 
�
� � � � � � � � � �� � � � � � � �
� ; � � 
� � � � #� � � � �� � � � � � � 
� � � � #
� � 
� � � �
� � �� 
� � � � � � � � � � � � � � � � � � � � �
� � � � 
� 
� � � � � 
� � � � � � � � � � � 8� � 
� � � 
 
� � � � � � � � � � �� � � 8� �� � � 
 
� � �
� ? � � � 
� � � � � � �#
� � � � � *� � � � � � � 
� � 
� � � � � � � � 
� � � " �� � � � � 
� 
� �

� C� � � � � � � � � � � � " � � � � " � � �D �3" � � � ; � � 0 � � � � � � �3� � � � � �5
� 	 � 
� � � � � � � � � � � � � � �� � � � � � 
� � � � � � � � �� � , � � � 
� � � � � � � � � � � � � � �
� � ) � - � � � � 
 � � 
�
� � � #
� � � , � � � 
� � � � � � � � �� � � �
� ) 
� � � � � � [ � � � � � � #� � � 6� � � � � � 
� � � � � � � #� � � � � � � 
� � � 
� �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � 1 � � � � � � � � � � � � � �> %&&6

Gartner Magic Quadran Forester Magic Quadran



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � " � � � � � � � � � � � � � � � � � � � � �
� � � � � " � �= � � � � I �C�� � � � � � � �

� � 3� 22� � � 
 ! � � � � � � � � � � � � � � � � � � � � � 
� � �3� . � � ' � � � � 
� � ' � � � � � , � 
� � ' � ) � � � � �  �
� � 3� 22� � � 	 � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �

� � � 1 � � � � � � -

� � 22� � � 	 7 � � 	 � 7 C - ) � � � � � � � � ' � ) � � 
� / � � ' � � � � � �  
� � � � � � � � � � � � � � � 7 . 	 � � � � 	 7 � � � � � � � � � � � � � � � � " � � � � � � � � � � � � � � � � � � � � �

� � � � � �3� � � " � � � � � � � � � � � � � � � � � � � � -

� � 22� � � � , C ? � � � � �J � 
� � � � � � ' �J � � � � � ' � � � � � ) � -
� 
 � � � � 22� � � � � " � �2�= � � � � � � � � � � � � � � � 2� � " � � � � � -

C 
 � � � � � � �2� � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � � �

C 	 � � " � � � � � � � � � � � � 1 � � � � 3� � � � � � � � � � � �

C , � � � � � � � 4 � � ; � � � � � � � � � � � � � � �

C � � � � � � � � � � � � � � � � �2� � � � � � � � � � � � � � � � " � � � � � � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, 4 � � � � � � � " 2� � 4 � � �

� � � � � � � � � � � � � � 3� � � � � � #� � � � � � � � � � � � � � . � �  �5
� ( � � 6� 
7� �
� + � , � � 
� � � 
� �
� � � � � � � � � �
� � � � � � 
� � � � � � � 6� � , � � � � �

� � � � � � � � � � � 4 � � � � " M � � � ! " � � � 0 � � � N � � � � � � � � � � <� � � � � � � � � � � � � � �5
� ( � � 6� 
7� �
� A� � � � 
� � � � �
� A
� � � � 
� �

� � � � � � � � � � � � � � � � � I � � � � � � � � � � 4 � � � � � � 3� � � � � � � � � " D �3�� � � � � � � � � � � � �5
� 	 � � � 6� � � � � � � � � � � � 
� 
� �
� 	 � � � � � � � � � � �� 
� �� � �X � � � � � � � � � � � � �Y

� � � � " � O� � � � � � � � � " � � � � � � � � � � � � � � �3� � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� - � � � � � � � � � � � � � . � � � � � � �

� � - / � � � � � � � � � � 0 � � � � � � 1 � �

� � � - � � � � + " � � � � � � � � � � � � � � � 0 � � �

� / - 
 � � � � � � � � � � � � � � � � � � � � 1 � � � � � � � � � � � � � " � � � � � � �+ � � � � � � �  

/ - � � � � " � � � � + �

/ � - � � � � � � � � � � � � � � � �2� � � � � � � � � � �

/ � � - � � � � � � � � � � � � � � � � � � � � � �

/ � � � -! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

� @- . � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

* � � � � � � � 3� 4 � " � � � � � � �> � � � � � � � � � �

� � � � � � � � � � � � � � � " � � � � �5
� � � � � � . � �� � � � � 9�A� � � � � � � � � � � � 	 � � � , � �
� � � � � � � � � �� � � �� � � � � � �� � � � � � � � � � � �  �

� � 1 #� � � �2� �5
� . � � � � � 
� � � � �� � � � � � � � � �3

C� � � � � �� � � � � � � � � � � � � � �� 
� � � � � � � #� � � �
� � � 
� � � �? � � � � � �
D	 � � *� � � � � � � *� � . *�4 E

� � � � � � � � � � � � � � / � � � 
� � � � � � � � � 
�
� � � � � � � �3
C� � � � � � 
/ 
�
� � D� =8� E
C� � � � � � � � � � *� � � 
� � 
� � �� � � � � � � � �3

C �� � � � � � � 
� � � � � � � � � � 
� � � � � � 
 � � � � 
� � � � ���
C �� � � � � � �
� � � 
� � � �? � � � � �
C �� � � � � � 
�� �D
� 
 � � � 
� � 
� 
� � � ��� *� � � � � � , � � 
� *� 
 
�� �K� � � 
� � E

6%1 200Polish

4%720English

100%20 400

3%600Portuguese

4%800Czech

10%2 000Spanish

25%5 020German

49%10 060French

User#Language

%*P>�� ���� ���� ���� P

� W� � � � � � � � � � � � � � � � � � � � �%WA� 
� � � � � � � � W? � � � � � � � � � �<W	 � � � ��� � �

%*P>�� ���� ���� ���� P

� W� � � � � � � � � � � � � � � � � � � � �%WA� 
� � � � � � � � W? � � � � � � � � � �<W	 � � � ��� � �

100%4 555

1%47Argentina

1%63Japan

4%180South Afr.

6%290Canada

7%320Mexico

8%382China

18%805Brazil

54%2 468USA



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � " � � � � � � � � � � � � � " �

<� � � 9\

� � � � 9\

<� � � �9\

!

!

%&&9

1 � ' �%=� � �9\� � � � � � � � � � � 
 � � � � � � � � � � 
� , � � � � � � �

&� � �9\� � � $� � � � � 6� � � D� � � �� � � � � � � 
� � 
 � � E

!� � � � � � � � � � �

$ 5�� � � � � � � � � � � � � � � � � � � � � � 2�+ � � � � � �  

1 � ' �%� � � �9\� � � � � � � � � � � D� � � � � � � � � � ' � � � 
 � � � � � � � � � � � E

=� � 9\� � � $� � � � � 6� � � D� � � � � � � � 
� � 8
� � �� � � � � � � 
� � E

%� � 9\� � � � � � � � � � �

%5�� � � � � � � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � �  � � � � � � � � � � � � � � �

1 � ' %� � � 9\� � � � � � � � � � � D� � � � � � � � � � ' � � � 
 � � � � � � � � � � � E

=� � 9\� � � $� � � � � 6� � � D� � � � � � � � 
� � 8
� � �� � � � � � � 
� � E

: 5�Q� � � � � � � � � � � � � + � � � � 4 � � � � � � � 
 � � � � � �  � �E�� � � � � � � � � �2� � � � � � � � � � � � � �
� � � � � � � � � � � � � � � G

!� � � � � � � � � � �

, � � � � �
. �22-

%&&'� � " � � � � �

( � � �  3� � � � � � � � � � � � 
 � � A� �K� � � �W�%�� � � 9\

� 
/ �� 3� � � � � � � � � �%� \ �F� � � � �

� � � � � � � � � � � 

 
� � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � �

� J � �  � � � � � � � � � � � � � �5� � � � � � � � � � :

� * � � � � � � 5
� � � �� � 
� � � : 
� 6� � 6� � �� � � � 
� � � � � � � � � � � � � � � � � � � � � � � � � � 
� � � � 
� �
� 5 6 � � � � � � � � � � � � � � � � � � � � � � �� � � � � � � L ]

- � � � � � � � � � � � � � �  � � 6
� , � � � � � / � � � � � � , � � � � � � � 6� � � � � � � � 
� � 3
C^� �� � � _ � 
 � 
� � � � � � �� � � � � � � � � � � � � � � � � � �D� 6
� �6� � � � � � / � � � � � � � 
� � � � � 6� � � � � � � 
� E

C. � � � � � � � � � � � � � � � � . � �� � � � 9� � � � � � � � � �
� �

CA� � �? � � � � �  � � � � � 	 � � � � 	 � � � � � � � � � � � � � � 
� � 3� � � � � � � �
L� � 
� � � � ; � � � � � � � � � � 
� , � � 
 � � � � � � � � �
� � � � 6� � � � � � � � 
� �

C � � � � � � � � � � �� � , � � � � � � � � � : 
� 6� � � � � �
� �

W` �^- � � � � � � � � � � �� � � � 
 
� � � � � � � � � 6� � � � 6
� 9� � / � � � � � � � � � � � � 
� , _

� ! � � � � = � � � � � � � � � �1 � � � � � � � � � 2� �5

� 5 � ��� � � 
 
� � � � � � � � � � � � � � 
� � 
� � � � 6� � � � � � � � � � � � , � � 
L� � 
� �
� � � 
� 
� � 
� � �K� : 
��
� , � � � � � � � �_� �� � � a
� � � � � � � � � � � � � � � � � � ) � � � , � � � � � � � � 
� � � � � � � � � � � � � 6� � � � � , � � � � � � 
 � � 6
� � � � � � � � � *� � � � �

� � � � � , � � � � � �� � � 6� � � 
 
 
� 
� � �  � � 
 � � 6� � : 6� �� � � � � � � � � � � � , � � 
L� � 
� �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

, � � � � �

� - � � � � � � � � � � � � � . � � � � � � �

� � - / � � � � � � � � � � 0 � � � � � � 1 � �

� � � - � � � � + " � � � � � � � � � � � � � � � 0 � � �

� / - 
 � � � � � � � � � � � � � � � � � � � � 1 � � � � � � � � � � � � � " � � � � � � �+ � � � � � � �  

/ - � � � � " � � � � + �

/ � - � � � � � � � � � � � � � � � �2� � � � � � � � � � �

/ � � - � � � � � � � � � � � � � � � � � � � � � �

/ � � � -! � � � � � � � � � � � � � � � 3� 4 � " � � � � � �

� @- . � � 4 �0 � � � � � � � � � � � 3� 4 � " � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

* � � � � � � � 3� 4 � " � � � � � � �> � � � � � � � � � �

� � � � � � � � � � � � � � � " � � � � �5
� . � �� � � � � 9� � � � � � � � � � � � � � 
� � � � � �� �A� � � � � *� � � � 
� H� � � �


� 
 � � � � � � � � � � � �

� � � � � � � � � �� � � �� � � � � � �� � � � � � � � � � � 
� � � � � � � �� � � � � � � � � �
� �  � �D&� E

� � 1 #� � � �2� �5

� � � $� � � , � � � � � � � 
� � � � � � � � �� � � 
� � � � 
� � � , � � � � � ��

� . � � � � � 
� � � 
� � � � � � � � � � � � � � � � � � � �� � � � � � � � � � � �� �
� � � � � � � � 
� � � 
� � � � � � � 
� 
 � � � � � � � � � � � �

� A� � � � 
� � � � � � B� � � � 
� � � � � � � � � � � � 
� � � " � � � � � �� � �
� � ��� / � � � � � � � �

� � � � � � 
/ � � � � " �� � � � � � � � 
� � � � � � � � � Q� � � , �� / � � � � � � �
� � � � � � � � 
� 
 � � � � � � � � � � � � � � � � � � �
� � � 



� ! � � #� � � � � � � � " � � � � � � � � �5

� + � � � � � � � 
� , � � � �5 � �

� + � � � � � � � 
� , � � � � � � � � � � � �2� ;

100%15 558

13%2 130Autres (14)

5%840Portugais

9%1 447Espagnol

9%1 411Chinois

13%2 025Italien

15%2 293Anglais

35%5 412Français

UserLangue



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � R� �

<�� � � �9\

<� � �9\

%�%� � �9\

!

!

%&&9

� � Q� � � � � � � � �� �D� � � � � � � � � � � ' � � � 
 � � � � � � � � � � � E

� 6� � � � � � � $� � �D� � � � � � � � 
� � 8
� � �� � � � � � � 
� � E

!� � � � � � 
� � � � � � � �

$ 5� � 4 � � � � � � � � � � � � " � � � 0 � � � �E� �1 � � G

=� � b \� � Q� � � � � � � � �� �D� � � � � � � � � � � ' � � � 
 � � � � � � � � � � � E

=� � �9\� 6� � � � � � � $� � �D� � � � � � � � 
� � 8
� � �� � � � � � � 
� � E

� � � �9\� � � � � � 
� � � � � � � �

%�� 4 � � � � � � � � � � � � � � : I $ � � � � � � � � �1 � �

=&� 	 ( �� � Q� � � � � � � � �� �D� � � � � � � � � � � ' � � � 
 � � � � � � � � � � � E

%&� �b \. � �� � � � � 9�D=O �� � � , �� / � �E

: 5� � � � � � � � � � � � � � � � � �

!� � � � � � 
� � � � � � � �

. �22" � � � � � �
, � � � � �%&&'S� � � � � � � � � � � � � � � R� �

� � � � � � � � � � � 

 
� � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � " � � � � � � � � �

� 
 � � � � � � �  � � � � � � � � � "
� � � � �� 
� � � � � � � � � � 
�� � � � � � � �%8<� � � � �� � � 
/ ��

� 	 � � � � � 
� � � � � � � � � 
� H� � � � � � � � , � � � � � � � � � � � � � � �  �

� ! � � � � � � � 3� � � � � � � � �
� � � Q� � � � � � � � � � � � � � � � � � 
� � � � � � 
 � � � � 
� � � � � � � �  �

� � � � � � � � � � #� � � � � � / � � � 
� � � � � � � � � � � � �� � , � � � � � � � � � � � 
� � � �X �� � � � � � � 
 � � 
 � �
� 
 � � � � � � � �
 � � � 
 � � � � � Y

� ! � " � � = � � �
� � � � � � � � � 
� � � 
� � � � � � � 
� 
 � � � � � � � � � � � �

� ) 
� � � � � � [ � � � � � � #� � � � � � 
�� � � � � � � � � 
� � � � � � � � � �

� A� � � � �
� � � 
� � � � � � � � � � � � � � � �



� � � � � � � � � � � � � � � � � � � � � � � 	 � 
 � � � � � � � � � � � � � � � � � � � � � � � � 
 � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � � � � �

� � � � � � � � � � � � � � � � � � �2� � � � � � � � 
 � � � � � � �  � � � � � � � � � � � � � �5
� � � � � � �� � � � � � � � � � �#� � � � � � � � � � � � �� � � � 
� � � � � �
� � � � / � � � 
 
� 
� � � � � � � � � � � � � � � � � � � � � �� � � � � � � � �#
� � � � � � 
� � � (
� � � � � � � $� � � � � � � � � � �� � � � � � � � � � �� � � � � � �� � 
� � � � � 
� � � � � �

� � � � � � � � � � � � � � � � � � � � � � � 3� 1 � � � � � � � � � � � � � �5
� �� � � � � � � 
� � � 
� � � � #� � , � � 
� � � 
� � � � � � � � � � � � � � � � � � � � � 
� H� � � � 
� � � � � � � 
� � � �
� �� � � 
� � � � � � � �� � � � � � � . � �� � � � � 9� , �� / � � �

� � � � � �5
� � � � � � � � � 
�� � � � � �� � � � � � � � , 
� � � � � � � � � � 
� , �
� � � � � � � � � � � � � " �#
� � � � � � 
� , � � � � " �#� � � � � � � � 
� ,

� � � � � � � � � � � � �D � � � � � � � � � �T � � � � �5
� � � � � � � 
� � � � � � � � � � � � � � � � � � � � � � � �� � �
� � � � � � � � � � � � � � � �#
� 
 � � � � � 
� � � � � � � � � � 
� � � " �� � � � � 
�� � � , �

� � � �= � � � � � � � � � � � � �5
� � #� � � � 
� � � � � � / � � � � � � � � � � 
7� � � � � � � � , � � � � � � � � � � � � � 6�
� � � � � � � � � � � � � � � � � " �#� � � � � � � � � � � � � � � � � � � � � � � 
� �
� � �


