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actuels en matière de gestion

AIDEZ VOS EMPLOYÉS À S’ADAPTER À 
LA TRANSFORMATION NUMÉRIQUE  

&H�ZHELQDLUH�D�H[DPLQ«�FRPPHQW�OHV�SUHVWDWDLUHV�GH�VHUYLFHV�ȴQDQFLHUV��36)��TXL�RUHQW�GHV�VHUYLFHV�
ȴQDQFLHUV�QXP«ULTXHV��6)1��SHXYHQW�J«UHU�HɝFDFHPHQW�OHXUV�HHFWLIV��/HV�LQWHUYHQDQWV�GH�)Ζ1&$��5'&��HW�
:LQJ��&DPERGJH��RQW�GLVFXW«�GH�OD�PDQLªUH�GRQW�LOV�JªUHQW�OHV�FKDQJHPHQWV�DȴQ�TXH�OHV�HPSOR\«V�DLHQW�OHV�
FRPS«WHQFHV�WHFKQLTXHV�HW�OD�PRWLYDWLRQ�SHUVRQQHOOH�Q«FHVVDLUHV�SRXU�U«XVVLU��/HV�LQWHUYHQDQWV�RQW�«JDOHPHQW�
U«ȵ«FKL�¢�OD�ID©RQ�GRQW�SURVS«UHU�GDQV�XQ�PRQGH�QXP«ULTXH�HQ�FRQVWDQWH�«YROXWLRQ�H[LJH�GH�OD�ȵH[LELOLW«��GH�
OD�YLWHVVH�HW�GH�OȇLQQRYDWLRQ�GDQV�OHV�G«SDUWHPHQWV�LQWHUQHV��OHV�ȵX[�GH�WUDYDLO�HW�OHV�U¶OHV�HW�UHVSRQVDELOLW«V�GHV�
HPSOR\«V��DLQVL�TXH�OȇLQQRYDWLRQ�DX�QLYHDX�GHV�SURGXLWV�HW�VHUYLFHV��/HV�REMHFWLIV�SRXU�OHV�36)�VRQW�GȇDLGHU�OHV�
HPSOR\«V�¢�VH�VHQWLU�PRWLY«V�HW�HQWKRXVLDVP«V�SDU�OHXUV�QRXYHDX[�U¶OHV�HW�UHVSRQVDELOLW«V�ORUVTXH�OH�36)�VH�
WUDQVIRUPH�QXP«ULTXHPHQW���GH�GRWHU�OHV�HPSOR\«V�HW�OHV�DJHQWV�GHV�FRPS«WHQFHV�Q«FHVVDLUHV�SRXU�U«XVVLU�
GDQV�OHXU�FDUULªUH�P¬PH�VL�OH�VHFWHXU�FKDQJH���GH�VWUXFWXUHU�OHV�SURFHVVXV�LQWHUQHV�HW�OHV�G«SDUWHPHQWV�SRXU�
TXȇLOV�VRLHQW�UDSLGHV��UHQWDEOHV�HW�DGDSW«V�DX[�EHVRLQV�GHV�FOLHQWV�

/ȇ�2UJDQLVDWLRQ�ΖQWHUQDWLRQDOH�GX�7UDYDLO��2Ζ7��HW�OD�637)�RQW�ȴQDQF«�FRQMRLQWHPHQW�FH�ZHELQDLUH��TXL�HVW�OȇXQ�GHV�WURLV�ZHELQDLUHV�GH�OD�V«ULH�m�
/ȇ(VVHQWLHO�GH�OD�*36�}�TXL�VH�FRQFHQWUH�VXU�OD�GLPHQVLRQ���GHV�1RUPHV�8QLYHUVHOOHV���'«YHORSSHPHQW�UHVSRQVDEOH�GHV�UHVVRXUFHV�KXPDLQHV�

APERÇU DU FINCA RDC ET WING 
 
)Ζ1&$�5'&�FRPSWH�����HPSOR\«V�������DJHQWV�HW���������FOLHQWV��&HW�RUJDQLVPH�D�DPRUF«�VD�WUDQVIRUPDWLRQ�
QXP«ULTXH�HQ�������$XMRXUGȇKXL��SOXV�GH������GHV�WUDQVDFWLRQV�GHV�FOLHQWV�GH�)Ζ1&$�5'&�VH�IRQW�SDU�
OȇLQWHUP«GLDLUH�GȇDJHQWV�RX�GH�VHUYLFHV�EDQFDLUHV�PRELOHV��:LQJ��&DPERGJH��FRPSWH�������HPSOR\«V�����
����DJHQWV�HW����PLOOLRQV�GȇXWLOLVDWHXUV��&HW�RUJDQLVPH�D�ODQF«�VHV�DFWLYLW«V�HQ������HQ�WDQW�TXH�VRFL«W«�GH�
SDLHPHQW�QXP«ULTXH��PDLV�LO�FRPSWH�DXMRXUGȇKXL�WURLV�GRPDLQHV�GȇDFWLYLW«�GL«UHQWV���OHV�SDLHPHQWV��OHV�
VHUYLFHV�EDQFDLUHV�FRPPHUFLDX[�HW�OH�FRPPHUFH�«OHFWURQLTXH��
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INTERVENANTS :   

• Manu RAJAN, Division CEO, Wing (Cambodge)

• Mamie KALONDA KAPENGA, CEO, FINCA DRC (Congo)

La SPTF a passé l’année dernière à mettre à jour les Normes universelles pour la gestion de la 
performance sociale et environnementale (« Normes universelles »)�SRXU�UHȵ«WHU�Oȇ«YROXWLRQ�GHV�
meilleures pratiques de l’industrie. Le manuel révisé sera publié en février 2022. Pour soutenir la 
mise en œuvre, la SPTF héberge une série de webinaires axé sur des concepts nouveaux ou mis à 
jour dans les Normes universelles.

https://sptf.info/universal-standards-for-spm/universal-standards
https://sptf.info/universal-standards-for-spm/universal-standards
https://sptf.info/online-trainings-bucket/spm-essentials-2021
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EXTRAITS PERTINENTS DES NORMES UNIVERSELLES

• Norme 5B    /H�V\VWªPH�GH�'«YHORSSHPHQW�GHV�5HVVRXUFHV�+XPDLQHV�GH�OȇLQVWLWXWLRQ�HVW�
FRQ©X�SRXU�DWWLUHU�HW�PDLQWHQLU�XQH�PDLQ�GȇĕXYUH�TXDOLȴ«H�HW�PRWLY«H��

• Pratique Essentielle  5B1  �/ȇLQVWLWXWLRQ�GRQQH�DX[�HPSOR\«V�XQH�GRFXPHQWDWLRQ�FRPSOªWH�
VXU�OHXU�HPSORL�HW�XQH�IRUPDWLRQ�SRXU�FRPSUHQGUH�OHV�H[LJHQFHV�GH�OHXU�SRVWH�

• 5.B.1.1��/ȇLQVWLWXWLRQ�FRPPXQLTXH�DX[�HPSOR\«V�OHXUV�FRQGLWLRQV�GH�WUDYDLO�LQGLYLGXHOOHV��

 » 5.B.1.1.1��6DODLUH�GH�EDVH�HW�SRVVLELOLW«V�GH�WRXW�DXWUH�W\SH�GH�U«PXQ«UDWLRQ��KHXUHV�

VXSSO«PHQWDLUHV��U«PXQ«UDWLRQ�LQFLWDWLYH��

 » 5.B.1.1.2��'HVFULSWLRQ�GX�SRVWH���«WHQGXH�GHV�UHVSRQVDELOLW«V

 » 5.B.1.1.3��3URFHVVXV�Gȇ«YDOXDWLRQ�GHV�SHUIRUPDQFHV�

• 5.B.1.2��7RXV�OHV�QRXYHDX[�HPSOR\«V�UH©RLYHQW�XQH�RULHQWDWLRQ�HW�XQH�IRUPDWLRQ�

VS«FLȴTXH�¢�OHXU�HPSORL�

• 5.B.1.3��/ȇLQVWLWXWLRQ�RUH�GHV�RSSRUWXQLW«V�GH�G«YHORSSHPHQW�SURIHVVLRQQHO�¢�VHV�

HPSOR\«V�¢�WRXV�OHV�QLYHDX[��

• 5.B.1.4��/HV�KRPPHV�HW�OHV�IHPPHV�RQW�GHV�RSSRUWXQLW«V�«JDOHV�GH�IRUPDWLRQ�HW�GH�

G«YHORSSHPHQW�GHV�FRPS«WHQFHV�

COMMENT INTÉGRER LA TECHNOLOGIE ET LA TOUCHE HUMAINE 
(« LA TECH ET LA TOUCHE » )? 
)Ζ1&$�5'&�HW�:LQJ�FRPELQHQW�VHUYLFHV�QXP«ULTXHV�HW�LQWHUDFWLRQ�KXPDLQH��:LQJ�OȇDSSHOOH�XQH�DSSURFKH�
mSK\JLWDO}��SK\VLTXH���QXP«ULTXH���WDQGLV�TXH�)Ζ1&$�5'&�OȇDSSHOOH�m�/D�7HFK�DQG�OD�7RXFKH}�
/HV�GHX[�LQWHUYHQDQWV�RQW�VRXOLJQ«�OȇLPSRUWDQFH�GH�FRQVHUYHU�OHV�RSSRUWXQLW«V�SRXU�OHV�FOLHQWV�GȇLQWHUDJLU�
DYHF�OHV�JHQV��:LQJ�D�QRW«�TXȇLO�DYDLW�«FKRX«�DX�G«SDUW��ORUVTXȇLO�VȇDJLVVDLW�GȇXQH�HQWUHSULVH�SXUHPHQW�
QXP«ULTXH��/ȇLQWURGXFWLRQ�GH�OȇLQWHUDFWLRQ�KXPDLQH�YLD�GHV�DJHQWV�D�PLV�:LQJ�VXU�OD�YRLH�GX�VXFFªV��)Ζ1&$�
D�FRQVHUY«�FHUWDLQV�«O«PHQWV�GH�FRQWDFW�P¬PH�ORUV�GH�VD�WUDQVIRUPDWLRQ�QXP«ULTXH��HW�HOOH�FRQVWDWH�TXH�
OH�FRQWDFW�DYHF�OHV�FOLHQWV�PDLQWLHQW�OD�PRWLYDWLRQ�GHV�HPSOR\«V��9RXV�WURXYHUH]�FL�GHVVRXV�GHV�H[HPSOHV�
GȇLQW«JUDWLRQ�GH la « Tech » et la « Touche »���
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• Utiliser un réseau d’agents. :LQJ�HW�)Ζ1&$�5'&�RQW�WRXV�GHX[�GH�
YDVWHV�U«VHDX[�GȇDJHQWV��3RXU�)Ζ1&$�5'&��OD�GHPDQGH�LQLWLDOH�GHV�
FOLHQWV�FRQVLVWDLW�VLPSOHPHQW�¢�HQFDLVVHU���UHWLUHU�GH�OȇDUJHQW�DYHF�OȇDLGH�
GHV�DJHQWV��'H�P¬PH�SRXU�:LQJ��OHV�SUHPLHUV�FOLHQWV�DSSRUWDLHQW�
SULQFLSDOHPHQW�GH�OȇDUJHQW�DX[�DJHQWV�HW�OHXU�GHPDQGDLHQW�GȇH[«FXWHU�
OHV�WUDQVDFWLRQV�QXP«ULTXHV�VRXKDLW«HV�

• 2ULU�GHV�IRUPDWLRQV�HQ�SU«VHQWLHO�¢�FHX[�TXL�HQ�RQW�EHVRLQ��
)Ζ1&$�5'&�SURSRVH�XQH�IRUPDWLRQ�HQ�«GXFDWLRQ�ȴQDQFLªUH�DX[�FOLHQWV��
GDQV�OHV�ODQJXHV�ORFDOHV��SDU�OH�ELDLV�GH�FDQDX[�QXP«ULTXHV�HW�HQ�
SU«VHQWLHO��:LQJ�D�G«FODU«�TXH�VHV�HRUWV�SRXU�IRUPHU�GHV�DJHQWV�
YLUWXHOOHPHQW�Qȇ«WDLHQW�SDV�HɝFDFHV��HQ�SDUWLFXOLHU�GHV�DJHQWV�GDQV�OHV�
YLOODJHV�UXUDX[��DORUV�PDLQWHQDQW��LO�OHV�IRUPH�HQ�SU«VHQWLHO�

• *«UHU�«WURLWHPHQW�OHV�DJHQWV��/ȇ«YDOXDWLRQ�P\VWªUH�SRXU�«YDOXHU�
OHV�SHUIRUPDQFHV�GHV�DJHQWV�HVW�XQ�RXWLO�GH�VXUYHLOODQFH�LPSRUWDQW��
:LQJ�GLVSRVH�GȇXQH�«TXLSH�Gȇ«YDOXDWLRQ�P\VWªUH�TXL�FRXYUH�FKDFXQ�
GH�VHV��������DJHQWV�DX�FRXUV�GH�OȇDQQ«H��&KH]�)Ζ1&$�5'&��XQ�
HPSOR\«�VXSHUYLVH����DJHQWV��HW�FHWWH�SHUVRQQH�GRLW�UHQGUH�YLVLWH�¢�
FKDTXH�DJHQW�DX�PRLQV�XQH�IRLV�SDU�PRLV��)Ζ1&$�5'&�D�«JDOHPHQW�
FU««�GHV�JURXSHV�GȇDJHQWV�:KDWV$SS�SDU�U«JLRQ�DȴQ�TXȇLOV�SXLVVHQW�VH�
FRQVXOWHU��HW�����GHV�DSSHOV�TXH�)Ζ1&$�5'&�UH©RLW�GDQV�VRQ�FHQWUH�
GȇDSSHOV�SURYLHQQHQW�GȇDJHQWV��

• �FRXWHU�OHV�FOLHQWV��/H�SHUVRQQHO�GH�:LQJ�HHFWXH�GHV�YLVLWHV�GH�PDUFK«�
SRXU�FRPSUHQGUH�OHV�EHVRLQV�GHV�FOLHQWV��)Ζ1&$�5'&�HHFWXH�GHV�UHFKHUFKHV�
HW�PªQH�GHV�HQTX¬WHV�GH�VDWLVIDFWLRQ�FOLHQW��'H�SOXV��ORUVTXH�VRQ�«TXLSH�
GH�GRQQ«HV�LGHQWLȴH�GHV�WHQGDQFHV�GDQV�OHV�WUDQVDFWLRQV�GHV�FOLHQWV�TXL�
SHXYHQW�VLJQDOHU�XQ�SUREOªPH��OD�GLUHFWLRQ�DSSHOOH�OHV�FOLHQWV�SRXU�VDYRLU�FH�
TXL�VH�SDVVH��)Ζ1&$�5'&�QRWH�TXH�FHV�SURFHVVXV�UHQIRUFHQW�OD�FRQȴDQFH�HW�
TXH�m�TXDQG�TXHOTXȇXQ�YRXV�IDLW�FRQȴDQFH��YRXV�GHYH]�YUDLPHQW�OH�OXL�UHQGUH�
HQ�«FRXWDQW�HW�HQ�HVVD\DQW�GH�PHWWUH�HQ�ĕXYUH�FH�TXȇLO�YRXV�GHPDQGH�GH�
IDLUH�}���

CONSEILS POUR LA GESTION DU CHANGEMENT 
AVEC LES EMPLOYÉS LORS DE LA 
TRANSFORMATION NUMÉRIQUE

• $QWLFLSH]�OHV�SHXUV�HW�OHV�U«VLVWDQFHV�DX�FKDQJHPHQW��ΖO�HVW�QRUPDO�
TXH�OHV�HPSOR\«V�FUDLJQHQW�TXH�OHV�QRXYHOOHV�WHFKQRORJLHV�QH�OHV�
UHPSODFHQW�RX�TXH�OHV�QRXYHDX[�V\VWªPHV�QȇDORXUGLVVHQW�GȇXQH�PDQLªUH�
RX�GȇXQH�DXWUH�OHXU�FKDUJH�GH�WUDYDLO��3DU�H[HPSOH��ORUVTXH�)Ζ1&$�5'&�
D�LQWURGXLW�SRXU�OD�SUHPLªUH�IRLV�OHV�$VVLVWDQWV�1XP«ULTXHV�3HUVRQQHOV��
OHV�HPSOR\«V�RQW�U«VLVW«�SDUFH�TXȇLOV�DYDLHQW�OȇLPSUHVVLRQ�TXȇRQ�OHXU�
GHPDQGDLW�GH�IDLUH�HQ�XQH�VHXOH�MRXUQ«H�OH�WUDYDLO�TXȇLOV�DYDLHQW�
OȇKDELWXGH�GȇDFFRPSOLU�HQ�GHX[�MRXUV�
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• $OOH]�OHQWHPHQW�HW�VR\H]�SDWLHQW���WDQW�GRQQ«�TXH�WRXW�FKDQJHPHQW�HVW�VXVFHSWLEOH�GH�VRXOHYHU�
GHV�GRXWHV��LQWURGXLVH]�OH�SURJUHVVLYHPHQW��3DU�H[HPSOH��VL�YRXV�DYH]�GHV�DJHQFHV��XWLOLVH]�GȇDERUG�
OD�QRXYHOOH�WHFKQRORJLH�DYHF�VHXOHPHQW�TXHOTXHV�SHUVRQQHV��SXLV�G«YHORSSH]�OD�GDQV�XQH�VHXOH�
DJHQFH��SXLV�LPSO«PHQWH]�OD�GDQV�SOXVLHXUV�DJHQFHV��

• ΖGHQWLȴH]�OHV�HPSOR\«V�TXL�VHUDLHQW�OHV�SOXV�RXYHUWV�¢�OȇXWLOLVDWLRQ�GHV�QRXYHOOHV�
WHFKQRORJLHV�HW�FRPPHQFH]�SDU�HX[��)Ζ1&$�D�SU«VHQW«�OHV�WDEOHWWHV�¢�VHV�HPSOR\«V�HQ�
V«OHFWLRQQDQW�GȇDERUG�TXHOTXHV�HPSOR\«V�SRXU�OHV�XWLOLVHU��HW�D�SU«VHQW«�FHWWH�RSSRUWXQLW«�FRPPH�
XQH�UHFRQQDLVVDQFH�GX�SRWHQWLHO�GHV�HPSOR\«V�¢�VXLYUH�Oȇ«YROXWLRQ�GX�PRQGH��3XLV�GȇDXWUHV�HPSOR\«V�
RQW�SHQV«���m�3RXUTXRL�SDV�PRL�"�1H�VXLV�MH�SDV�DXVVL�FDSDEOH�"�&ȇHVW�GHYHQX�FRPPH�XQ�FRQFRXUV�
Gȇ¬WUH�FKRLVL�SRXU�XWLOLVHU�OHV�QRXYHOOHV�WHFKQRORJLHV�

• &RQQHFWH]�OHV�QRXYHOOHV�WHFKQRORJLHV�DX[�RSSRUWXQLW«V�GȇDYDQFHPHQW�GH�FDUULªUH��&KDTXH�
IRLV�TXH�)Ζ1&$�5'&�G«YHORSSH�XQ�QRXYHDX�SURGXLW�RX�VHUYLFH�QXP«ULTXH��HOOH�HVVDLH�GȇDERUG�GH�
WURXYHU�TXHOTXȇXQ�HQ�LQWHUQH�TXL�SHXW�SUHQGUH�HQ�FKDUJH�OH�WUDYDLO��)Ζ1&$�DHFWH�GHV�HPSOR\«V�¢�FHV�
QRXYHDX[�SRVWHV�VXU�XQH�EDVH�GȇHVVDL�GH�VL[�PRLV��HW�FHX[�TXL�U«XVVLVVHQW�UHVWHQW�GDQV�FHV�IRQFWLRQV��
$XMRXUGȇKXL��)Ζ1&$�5'&�GLVSRVH�¢�OD�IRLV�GȇXQ�G«SDUWHPHQW�QXP«ULTXH�HW�GȇXQ�G«SDUWHPHQW�GH�
GRQQ«HV��HW�FKDTXH�SHUVRQQH�\�D�«W«�SURPXH�DX�VHLQ�GH�OȇRUJDQLVDWLRQ��)Ζ1&$�FRQVHLOOH���m�0RQWUH]�DX[�
HPSOR\«V�TXȇDYHF�OD�WHFKQRORJLH��LOV�QH�SHUGHQW�SDV�OHXU�HPSORL�PDLV�REWLHQQHQW�GHV�SURPRWLRQV�}��

• '«PRQWUH]�DX[�HPSOR\«V�OD�YDOHXU�GHV�FKDQJHPHQWV��/HV�QRXYHDX[�FKDQJHPHQWV�GHYUDLHQW�
IDFLOLWHU�OD�YLH�GHV�HPSOR\«V��HW�QRQ�OHV�IUXVWUHU�

• )RUPH]�FRQWLQXHOOHPHQW��VXU�OHV�FRPS«WHQFHV�WHFKQLTXHV�HW�J«Q«UDOHV��&KDTXH�IRLV�TXH�
YRXV�LQWURGXLVH]�XQ�FKDQJHPHQW��IRUPH]�OHV�HPSOR\«V�¢�FH�VXMHW��&RQVLG«UH]�«JDOHPHQW�OD�IRUPDWLRQ�
FRPPH�XQH�RSSRUWXQLW«�GH�G«YHORSSHU�¢�OD�IRLV�GHV�FRPS«WHQFHV�IRQFWLRQQHOOHV�HW�GHV�FRPS«WHQFHV�
J«Q«UDOHV��WHOOHV�TXH�OD�FROODERUDWLRQ�HW�OD�FRPPXQLFDWLRQ��7RXV�OHV�HPSOR\«V�GH�:LQJ�RQW�DFFªV�¢�
XQ�FRDFK�GH�YLH�SRXU�OHV�DLGHU�¢�m�PLHX[�WUDYDLOOHU��PLHX[�FRPPXQLTXHU��PLHX[�FRPSUHQGUH�OHV�JHQV��
PLHX[�FRPSUHQGUH�OHV�GL«UHQWHV�SHUVSHFWLYHV�}��ΖO�D�REVHUY«�GHV�LPSDFWV�SRVLWLIV�GDQV�OD�FDPDUDGHULH�
HQWUH�OHV�HPSOR\«V��

• /H�VXFFªV�HVW�PRWLYDQW��:LQJ�QRWH�TXH�m��ULHQ�QH�U«XVVLW�FRPPH�OH�VXFFªV�}��/RUVTXH�FH�TXH�YRXV�
HVVD\H]�IRQFWLRQQH�SRXU�YRXV��OHV�HPSOR\«V�G«YHORSSHQW�XQH�PHQWDOLW«�GH�YRXORLU�HQ�IDLUH�SOXV��)Ζ1&$�
5'&�QRWH�TXH�OH�VXFFªV�GHV�HPSOR\«V�TXL�RQW�DVVXP«�GH�QRXYHDX[�U¶OHV�QXP«ULTXHV�HQ�PRWLYH�GȇDXWUHV��

• 6RXOLJQH]�TXH�OH�FKDQJHPHQW�VHUD�FRQWLQX��/RUVTXH�:LQJ�HPEDXFKH�GH�QRXYHDX[�HPSOR\«V��
LO�HVW�m�FRQVFLHQW�GH�FKRLVLU�GHV�SHUVRQQHV�TXL�RQW�OȇDPELWLRQ�GH�SHQVHU�GL«UHPPHQW�GH�OD�EDQTXH�
WUDGLWLRQQHOOH�}��HW�DMRXWH�TXH�OȇXQ�GHV�DWWULEXWV�OHV�SOXV�LPSRUWDQWV�GH�OD�U«XVVLWH�GHV�HPSOR\«V�HVW�
XQ�m�«WDW�GȇHVSULW�RXYHUW�}��'H�P¬PH��)Ζ1&$�5'&�D�REVHUY«�TXȇDYHF�OD�WUDQVIRUPDWLRQ�QXP«ULTXH��HOOH�
D�DSSULV���m�8QH�SULVH�GH�G«FLVLRQV�SOXV�UDSLGH�HVW�Q«FHVVDLUH�}��/D�WHFKQRORJLH�«YROXH�VL�YLWH�TXH�VL�
YRXV�SUHQH]�OD�G«FLVLRQ�GȇRULU�TXHOTXH�FKRVH�GH�QRXYHDX��P¬PH�VL[�PRLV�SOXV�WDUG�ORUVTXH�YRXV�
G«PDUUH]�HQ�OLJQH��OHV�FKRVHV�SHXYHQW�DYRLU�FKDQJ«��'H�SOXV��YRV�FRQFXUUHQWV�VXUYHLOOHQW�FH�TXH�YRXV�
IDLWHV�HW�UHSURGXLVHQW�YRV�VXFFªV�

LE CHANGEMENT EST INÉVITABLE : SOYEZ PRÊT
• 0RGLȴH]�YRV�ȵX[�GH�WUDYDLO��3RXU�)Ζ1&$�5'&��OHV�HPSOR\«V�VDLVLVVHQW�G«VRUPDLV�OHV�GRQQ«HV�

GLUHFWHPHQW�GDQV�GHV�DSSDUHLOV�«OHFWURQLTXHV�SOXW¶W�TXH�VXU�SDSLHU��&HOD�D�FU««�GH�QRXYHDX[�ȵX[�
GH�WUDYDLO�SOXV�HɝFDFHV�FRQFHUQDQW�TXL�YRLW�TXHOOHV�GRQQ«HV��TXDQG��
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• $GDSWH]�YRV�VHUYLFHV�LQWHUQHV��3RXU�VȇDOLJQHU�DX[�QRXYHDX[�ZRUNȵRZV��)Ζ1&$�5'&�D�FU««�
GL«UHQWV�G«SDUWHPHQWV�IURQW�RɝFH�HW�EDFN�RɝFH��3DU�H[HPSOH��XQ�VHUYLFH�GDWD�DQDO\VH�G«VRUPDLV�
OHV�GRQQ«HV�HW�OHV�SDUWDJH�DX�VHLQ�GH�OȇHQWUHSULVH�SRXU�VRXWHQLU�OD�SULVH�GH�G«FLVLRQ��8Q�QRXYHDX�
JURXSH�DX�VHLQ�GX�G«SDUWHPHQW�5+�DSSHO«�1RXYHOOHV�ΖQLWLDWLYHV�DLGH�)Ζ1&$�5'&�¢�J«UHU�VD�P\ULDGH�
GH�SDUWHQDULDWV�FURLVVDQWV��

• )DLWHV�GHV�WHVWV�SLORWHV��)Ζ1&$�5'&�D�PDLQWHQDQW�GHV�HPSOR\«V�SRXU�WHVWHU�WRXW�QRXYHDX�
SURGXLW��*U¤FH�¢�GHV�WHVWV�SLORWHV��OHV�HPSOR\«V�DSSUHQQHQW�FRPPHQW�IRQFWLRQQHQW�OHV�SURGXLWV�HW�
IRXUQLVVHQW�GHV�FRPPHQWDLUHV�VXU�FH�TXȇLOV�QȇDLPHQW�SDV�GDQV�OD�FRQFHSWLRQ�GHV�SURGXLWV��)Ζ1&$�
5'&�DMXVWH�HQVXLWH�OH�SURGXLW�DYDQW�OH�ODQFHPHQW��

• )DLWHV�YRWUH�«WXGH�GH�PDUFK«��$YHF�OHV�SURGXLWV�QXP«ULTXHV��YRXV�SRXYH]�REWHQLU�UDSLGHPHQW�
YRV�U«VXOWDWV�HQ�WHVWDQW�GHV�SURGXLWV��6L�XQH�FRUUHFWLRQ�HVW�Q«FHVVDLUH��YRXV�SRXYH]�«JDOHPHQW�OD�
PHWWUH�HQ�ĕXYUH�EHDXFRXS�SOXV�UDSLGHPHQW��

• 8WLOLVH]�OH�UHWRXU�GȇLQIRUPDWLRQ�¢�YRWUH�DYDQWDJH��)Ζ1&$�5'&�D�PLV�HQ�SODFH�XQ�FHQWUH�
GȇDSSHOV�DSUªV�VD�WUDQVIRUPDWLRQ�QXP«ULTXH�HW�D�SURORQJ«�OHV�KHXUHV�GȇRXYHUWXUH�GH��K���¢�
��K���SDUFH�TXH�OH�FHQWUH�GȇDSSHOV�VȇHVW�DY«U«�VL�XWLOH��/H�FHQWUH�GȇDSSHOV�VHUW�¢�OD�IRLV�GH�VRXUFH�GH�
IRUPDWLRQ�SRXU�FHX[�TXL�DSSHOOHQW�DYHF�GHV�TXHVWLRQV�HW�GH�FDQDO�SDU�OHTXHO�OHV�JHQV�HQUHJLVWUHQW�
GHV�SODLQWHV��/H�U«VHDX�GȇDJHQWV�HVW�XQ�DXWUH�QRXYHDX�FDQDO�GH�U«WURDFWLRQ�SU«FLHX[��/HV�DJHQWV�
VLJQDOHQW�WRXV�OHV�SUREOªPHV�TXȇLOV�UHQFRQWUHQW��PDLV�SDUWDJHQW�«JDOHPHQW�OHV�FRPPHQWDLUHV�RX�OHV�
SODLQWHV�TXȇLOV�HQWHQGHQW�GH�OD�SDUW�GHV�FOLHQWV�

• 6RUWH]�GHV�VHQWLHUV�EDWWXV�SRXU�IRUPHU�YRV�HPSOR\«V��/D�IRUPDWLRQ�GHV�HPSOR\«V�HW�GHV�
DJHQWV�GHYLHQW�XQ�SURFHVVXV�FRQVWDQW��FDU�LO�\�D�WRXMRXUV�GH�QRXYHDX[�SURGXLWV�TXL�VRUWHQW��
:LQJ�GLVSRVH�GȇXQH�SODWHIRUPH�GH�IRUPDWLRQ�QXP«ULTXH�DSSHO«H�Ȋ:LQJ�8QLYHUVLW\ȋ��ΖO�XWLOLVH�GX�
FRQWHQX�SURYHQDQW�GH�GLYHUVHV�VRXUFHV��GRQW�/LQNHGΖQ�/HDUQLQJ��HW�GLVSHQVH�XQH�IRUPDWLRQ�YLD�GHV�
SODWHIRUPHV�GH�YLVLRFRQI«UHQFH��8Q�HPSOR\«�G«GL«�JDUGH�XQH�WUDFH�GX�PRPHQW�R»�OHV�HPSOR\«V�
WHUPLQHQW�OHV�FRXUV�GH�IRUPDWLRQ�HQ�OLJQH�HW�:LQJ�QRWH�OHXUV�SHUIRUPDQFHV��)Ζ1&$�5'&�XWLOLVH�
«JDOHPHQW�G«VRUPDLV�XQH�SODWHIRUPH�QXP«ULTXH�SRXU�IRUPHU�¢�OD�IRLV�VRQ�SHUVRQQHO�HW�VHV�
FOLHQWV��ΖO�D�FRQVWDW«�TXH�OHV�YLG«RV�TXL�G«PRQWUHQW�OȇXWLOLVDWLRQ�GX�SURGXLW�«WDSH�SDU�«WDSH�VRQW�
DVVH]�HɝFDFHV��/HV�GHX[�LQWHUYHQDQWV�RQW�«JDOHPHQW�VRXOLJQ«�OH�EHVRLQ�GHV�FOLHQWV�HQ�PDWLªUH�GH�
IRUPDWLRQ�HQ�OLWW«UDWXUH�ȴQDQFLªUH�QXP«ULTXH��

• 0RWLYH]�YRV�DJHQWV��/HV�36)�TXL�XWLOLVHQW�GHV�U«VHDX[�GȇDJHQWV�GRLYHQW�ȴ[HU�OHV�SUL[�HW�OHV�IUDLV�GH�
PDQLªUH�¢�UHQGUH�OH�PRGªOH�UHQWDEOH�SRXU�OHV�DJHQWV�DLQVL�TXH�SRXU�OH�36)��OH�WRXW�VDQV�QXLUH�DX[�
FOLHQWV��:LQJ�D�G«ȴQL�XQ�FHUWDLQ�VHXLO�GH�SURȴW�SRXU�OHV�DJHQWV��HW�Oȇ«TXLSH�GH�YHQWH�HW�GH�GLVWULEXWLRQ�
FKDUJ«H�Gȇ«WHQGUH�OH�U«VHDX�GȇDJHQWV�SUHQG�HQ�FRPSWH�FH�QRPEUH�DYDQW�GH�G«FLGHU�GȇDXJPHQWHU�
OD�SURIRQGHXU�HW�Oȇ«WHQGXH�GH�OD�S«Q«WUDWLRQ�GHV�DJHQWV�GDQV�XQH�]RQH�GRQQ«H��'H�SOXV��Oȇ«TXLSH�
TXL�JªUH�OH�U«VHDX�GȇDJHQWV�LGHQWLȴH�TXDQG�LO�VHUDLW�DYDQWDJHX[�GH�PLJUHU�OHV�DJHQWV�YHUV�XQ�PRGªOH�
FRPPHUFLDO�GL«UHQW��DȴQ�GH�FU«HU�GȇDXWUHV�RSSRUWXQLW«V�J«Q«UDWULFHV�GH�UHYHQXV�SRXU�HX[��
6ȇDVVXUHU�TXH�OHV�DJHQWV�HQ�E«Q«ȴFLHQW�«JDOHPHQW�D�DLG«�:LQJ�¢�U«XVVLU��$X�G«EXW��LO�DYDLW�GX�PDO�¢�
WURXYHU�GHV�DJHQWV��PDLV�PDLQWHQDQW�LO�\�D�XQH�IRUWH�GHPDQGH�SRXU�GHYHQLU�XQ�DJHQW�GH�OȇHVFDGUH�
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STRATÉGIES POUR COMMUNIQUER AVEC LES EMPLOYÉS ET LES 
SOUTENIR PENDANT LE CHANGEMENT.

• 'RQQH]�DX[�HPSOR\«V�XQ�VHQWLPHQW�GȇDSSDUWHQDQFH��m�([SOLTXH]�SRXUTXRL�YRXV�ID°WHV�FH�TXH�
YRXV�ID°WHV�}��FRQVHLOOH�:LQJ��DȴQ�TXH�OHV�HPSOR\«V�SDUWLFLSHQW�SOHLQHPHQW��8QH�SDUWLH�GH�FH�TXL�OHV�
PRWLYH�HVW�OHXU�VHQWLPHQW�GȇDSSDUWHQDQFH�TXL�YLHQW�HQ�DLGDQW�¢�FRQVWUXLUH�OD�PDUTXH��

• ΖQYHVWLVVH]�GDQV�OD�FU«DWLRQ�GH�OD�FXOWXUH�GH�WUDYDLO�TXH�YRXV�VRXKDLWH]��3RXU�OHV�QRXYHDX[�
HPSOR\«V�HQ�SDUWLFXOLHU��SDUIRLV�OD�FXOWXUH�HW�OHV�V\VWªPHV�GH�WUDYDLO�VRQW�WRXV�QRXYHDX[�HW�LO�\�D�XQH�
U«VLVWDQFH�DX�FKDQJHPHQW��:LQJ�XWLOLVH�GHV�FRDFKV�GH�YLH�SRXU�UHOHYHU�FH�G«ȴ��6L�XQ�HPSOR\«�D�GX�
PDO�DYHF�OD�FXOWXUH�GX�WUDYDLO��LO�VH�FRQȴH�J«Q«UDOHPHQW�¢�VRQ�FRDFK�GH�YLH��TXL�SHXW�DORUV�RULU�GHV�
«FODLUFLVVHPHQWV�RX�IDFLOLWHU�XQ�UHWRXU�GȇLQIRUPDWLRQV�HW�XQ�FKDQJHPHQW�GDQV�OHV�GHX[�VHQV�

• &RPPXQLTXH]�WRXWHV�OHV�QRXYHOOHV�VWUDW«JLHV�SURSRV«HV�ORUV�GH�U«XQLRQV�RXYHUWHV��HQ�
H[SOLTXDQW�OHV�UDLVRQV�GHV�FKDQJHPHQWV��HW�GRQQH]�DX[�HPSOR\«V�OD�SRVVLELOLW«�GH�SRVHU�GHV�
TXHVWLRQV�

• ΖQW«JUH]�FKDTXH�FKHI�GH�VHUYLFH�¢�WRXV�OHV�QRXYHDX[�SURMHWV��&HOD�FU«H�XQH�UHVSRQVDELOLW«��FDU�
YRXV�QH�SRXYH]�SDV�EO¤PHU�OȇRUJDQLVDWLRQ�SRXU�Oȇ«FKHF�GȇXQ�SURMHW�DORUV�TXH�YRXV�IDLVLH]�SDUWLH�GH�
Oȇ«TXLSH�TXL�OȇD�FRQVWUXLW�

• 5HQFRQWUH]�U«JXOLªUHPHQW�OHV�HPSOR\«V��HQ�SHUVRQQH�RX�HQ�OLJQH��SRXU�OHXU�GRQQHU�OȇRFFDVLRQ�
GH�SRVHU�GHV�TXHVWLRQV�HW�Gȇ\�U«SRQGUH��8WLOLVH]�«JDOHPHQW�OHV�FDQDX[�GH�FRXUULHU�«OHFWURQLTXH�SRXU�
OHV�TXHVWLRQV�HW�OHV�U«SRQVHV�

• &U«H]�GHV�REMHFWLIV�GH�SHUIRUPDQFH�FODLUV��DYHF�OD�FRQWULEXWLRQ�GHV�HPSOR\«V��3DU�
H[HPSOH��FKH]�)Ζ1&$�5'&��OHV�HPSOR\«V�VH�SURSRVHQW�GHV�REMHFWLIV��/HV�VXSHUYLVHXUV�H[DPLQHQW�HW�
DSSURXYHQW��SXLV�)Ζ1&$�5'&�VDLVLW�OHV�REMHFWLIV�GDQV�XQ�V\VWªPH�5+�TXL�J«QªUH�DXWRPDWLTXHPHQW�
GHV�UDSSRUWV�GȇDYDQFHPHQW��
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