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Contexte

-HJL�H\_�KtÄZ�HJ[\LSZ�L[�M\[\YZ�K»\U�TVUKL�NSVIHSPZt��SLZ�Z`Z[uTLZ�ZVJPH\_�

L\YVWtLUZ�Z\IPZZLU[�\UL�WYLZZPVU�JYVPZZHU[L�X\P�SLZ�VISPNL�n�ZL�[YHUZMVYTLY�L[�

n�Z»HKHW[LY��*LSH�LZ[�WHY[PJ\SPuYLTLU[�]YHP�KHUZ�SL�JOHTW�KLZ�ZLY]PJLZ�ZVJPH\_�

LU�SPLU�H]LJ�SH�ZHU[t��SL�IPLU�v[YL�L[�S»tK\JH[PVU��OVYZ�JOHTW�ZJVSHPYL���JHY�PS�`�

H�Sn�KLZ�X\LZ[PVUZ�X\P�UV\Z�JVUJLYULU[�[V\Z��n�\U�TVTLU[�V\�n�\U�H\[YL�KL�

UV[YL�]PL�

+L�THUPuYL�NtUtYHSL��SLZ�ZLY]PJLZ�ZVJPH\_�t]VS\LU[��3LZ�YLJOLYJOLZ�TLUtLZ�

WHY� SH�WSH[LMVYTL�ZVJPHSL� 0556:,9=�VU[�WLYTPZ�K»PKLU[PÄLY�\U�LUZLTISL�KL�

[OuTLZ��(\�[YH]LYZ�KLZ�KPMMtYLU[LZ�t[HWLZ�KL�JL[[L�PU]LZ[PNH[PVU�WHY[HNtL��JL�

WYVNYHTTL�KL�YLJOLYJOL�H�TPZ�H\�QV\Y�KLZ�ZVS\[PVUZ�Z\ZJLW[PISLZ�KL�YtWVUKYL�

H\_�WYVIStTH[PX\LZ�KL�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��L[�H�KtNHNt�KLZ�

WLYZWLJ[P]LZ�LUJV\YHNLHU[LZ�WV\Y�KLZ�t[\KLZ�HWWYVMVUKPLZ�

*VTW[L�[LU\�K\�SPLU�t[YVP[�LU[YL�SH�X\LZ[PVU�KL�S»PUUV]H[PVU�L[�SLZ�LUQL\_�WS\Z�

SHYNLZ� ZV\SL]tZ� WHY� SL� ­� WYVNYHTTL� KL� Kt]LSVWWLTLU[� ®� Z\Y� JL� ZLJ[L\Y��

JL� YHWWVY[� LU[LUK� PKLU[PÄLY� SLZ� TtJHUPZTLZ� Z\ZJLW[PISLZ� KL� ZV\[LUPY� \UL�

t]VS\[PVU� WVZP[P]L� KLZ� ZLY]PJLZ� ZVJPH\_� LU� ,\YVWL�� 3LZ� YLJOLYJOLZ� ZVU[�

H_tLZ� Z\Y� KLZ� [OuTLZ� JStZ� LU�TH[PuYL� KL� ZLY]PJLZ� ZVJPH\_� LU� ]\L� K»HPKLY� 

 

 

JLZ�ZLY]PJLZ�n�HTtSPVYLY� SH�]PL�KLZ�WVW\SH[PVUZ�L[�KL�WYVTV\]VPY�\U�TVKuSL�

K\YHISL� L[� tX\P[HISL� KHUZ� \U� JVU[L_[L� LU� t]VS\[PVU� YHWPKL�� 3LZ� ZLY]PJLZ�

ZVJPH\_� KVP]LU[� Z»HKHW[LY� n� KLZ� [LJOUVSVNPLZ�� KLZ� JVUJLW[Z� UV\]LH\_�� KL�

UV\]LSSLZ�H[[LU[LZ�L[�UVYTLZ�ZVJPHSLZ��3»LUZLTISL�KLZ�t]VS\[PVUZ�H\�ZLPU�KLZ�

ZLY]PJLZ�ZL�KVP[�K»v[YL�LMÄJHJL�n�SH�MVPZ�LU�[LYTLZ�KL�YtZ\S[H[Z�L[�K»\[PSPZH[PVU�

KLZ�YLZZV\YJLZ�ZVJPHSLZ�L[�ÄUHUJPuYLZ�

3L� KtJV\WHNL� [OtTH[PX\L� WYVWVZt� WHY� JL� WYVNYHTTL� KL� YLJOLYJOL� LU�

TH[PuYL� K»PUUV]H[PVU� KHUZ� SLZ� ZLY]PJLZ� ZVJPH\_� U»H� WHZ� WV\Y� HTIP[PVU� KL�

JV\]YPY� S»LUZLTISL� K\� KVTHPUL� KL� S»PUUV]H[PVU� KHUZ� SLZ� ZLY]PJLZ� ZVJPH\_�

V\� S»LUZLTISL� LUJVYL�WS\Z� ]HZ[L�K\�KVTHPUL�KL� S»PUUV]H[PVU� ZVJPHSL��*L[[L�

KLYUPuYL� PUJS\[� LU� LMML[� KLZ� t]VS\[PVUZ� L[� JOHUNLTLU[Z�WS\[�[� KPZWLYZtZ�X\P�

HMMLJ[LU[�SLZ�JVTWVY[LTLU[Z�ZVJPH\_��,SSL�LZ[�LU�WOHZL�H]LJ�SLZ�JOHUNLTLU[Z�

ZVJPH\_�L[� SLZ� MHJ[L\YZ�ZV\]LU[� PU[HUNPISLZ�X\P� S»HJJVTWHNULU[� �UV[HTTLU[�

S»PUÅ\LUJL�KLZ�TV\]LTLU[Z�ZVJPH\_���3»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_�

WYtZLU[L� KL� UVTIYL\_� WVPU[Z� KL� JVTWHYHPZVU� H]LJ� S»PUUV]H[PVU� ZVJPHSL�

THPZ� Z»LU� KPZ[PUN\L� UtHUTVPUZ� WHY� SL� MVY[� HJJLU[� TPZ� Z\Y� SLZ� X\LZ[PVUZ�

K»VYNHUPZH[PVU�KL�YtHSPZH[PVU�KL�S»PUUV]H[PVU��,U�K»H\[YLZ�[LYTLZ��S»PUUV]H[PVU�

KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_�Z»HMÄYTL�JVTTL�\UL�WYVIStTH[PX\L�LU�SPLU�H]LJ�SH�

MVYTHSPZH[PVU�K»\UL�PUUV]H[PVU�JVUJLW[\LSSL�V\�[OtTH[PX\L��
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3L�WYVNYHTTL�KL� YLJOLYJOL� 0556:,9=�TL[�tNHSLTLU[�LU�WLYZWLJ[P]L� SLZ�

NYHUKLZ�[LUKHUJLZ�ZVJPV�tJVUVTPX\LZ�L[�ZVJPV�WVSP[PX\LZ�MHJL�n�S»H\Z[tYP[t��

n� SH� SPTP[H[PVU� KLZ� YLZZV\YJLZ�� L[� H\� ILZVPU� KL� SLZ� HSSV\LY� KL� THUPuYL�

VW[PTHSL��,U�V\[YL�� PS� Z»PU[tYLZZL�n�KLZ� YtMVYTLZ� ZVJPHSLZ�WS\Z� SHYNLZ��+HUZ�

JL� KtIH[�� SLZ� KPMÄJ\S[tZ� YLUJVU[YtLZ� WV\Y� KtÄUPY� \UL� VYPLU[H[PVU� JVTT\UL�

WYV]PLUULU[� KL� SH� JVUM\ZPVU� LUNLUKYtL� WHY� SL� [LYTL� ­� VW[PT\T� ®� KuZ� SVYZ�

X\L�S»VU�ZL�YtMuYL�H\_�ZLY]PJLZ�ZVJPH\_��3L�WYPUJPWL�KL�7HYL[V���ZLSVU�SLX\LS�

WLYZVUUL� UL� WL\[� Z»LU� ZVY[PY�TPL\_� X\L� SLZ� H\[YLZ� ZHUZ� X\L� X\LSX\»\U� UL�

Z»LU� ZVY[L�TVPUZ� IPLU� ¶� KVP[�PS� v[YL� Z\P]P� &� 3L� IPLU�v[YL� KLZ�TPUVYP[tZ� KVP[�

PS� WYt]HSVPY� Z\Y� JLS\P� KL� SH�THQVYP[t� &� 3»VW[PT\T� ZL� YtMuYL�[�PS� n� SH�TLPSSL\YL�

THUPuYL�K»HSSV\LY� SLZ�YLZZV\YJLZ�LU�[LYTLZ�KL�JV�[Z�V\�n� SH�WS\Z� StNP[PTL�&� 

:P� S»VU�JOVPZP[� SH�KL\_PuTL�VW[PVU��JVTTLU[�KtÄUP[�VU�JL�X\P�LZ[� StNP[PTL�&� 

+HUZ� JL� KtIH[�� S»PUUV]H[PVU� LZ[� WVY[L\ZL� K»\UL� WYVTLZZL� K»HTtSPVYH[PVU�

KLZ� YtZ\S[H[Z� H\� [YH]LYZ� KL� SH� YLJOLYJOL� K»\UL� UV\]LSSL� MVYTL� LMÄJHJL� KL�

TVIPSPZH[PVU� KLZ� YLZZV\YJLZ� X\P� W\PZZL� ZVUULY� JVTTL� \UL� YtWVUZL� n�

S»H\Z[tYP[t�LU�­�MHPZHU[�WS\Z�H]LJ�TVPUZ�®��*LY[HPUZ�SH�JYP[PX\LU[��HMÄYTHU[�X\»PS� 

 

 

Z»HNP[�K»\U�HYN\TLU[�KtN\PZt�LU�MH]L\Y�KL�YtK\J[PVUZ�I\KNt[HPYLZ��+L�[V\[L�

t]PKLUJL�� PS� UV\Z� LZ[� PTWVZZPISL� KL� YtZV\KYL� JL� WYVISuTL�� ;V\[LMVPZ�� UV\Z�

ZVTTLZ�LU�TLZ\YL�KL�TVU[YLY�X\LS�]PZHNL�WL\[�WYLUKYL�S»PUUV]H[PVU�KHUZ�SLZ�

ZLY]PJLZ�ZVJPH\_�H\�TV`LU�KL�]PKtVZ�L[�K»t[\KLZ�KL�JHZ� [OtVYPX\LZ� �^^ �̂

PUUV�ZLY]�L\��L[�HPUZP�TL[[YL�LU�S\TPuYL�SLZ�X\LZ[PVUZ�X\»LSSL�ZV\Su]L��SLZ�KtÄZ�

X\»LSSL� YLSu]L�� L[� SH� WYVTLZZL�X\»LSSL� [PLU[� H\� [YH]LYZ� KL� JL� WYVNYHTTL�KL�

YLJOLYJOL��

,U�[LYTLZ�KL�ZLY]PJLZ��SL�WYVQL[�0556:,9=�UL�Z»LZ[�MVJHSPZt�UP�Z\Y�SH�Z[Y\J[\YL�

KLZ�VYNHUPZH[PVUZ��V\�Z\Y�SLZ�[`WLZ�KL�WYLZ[H[HPYLZ���UP�Z\Y�SH�WVZP[PVU�HJ[\LSSL�KL�

JLZ�TvTLZ�VYNHUPZH[PVUZ�L[�WYLZ[H[HPYLZ��,U�MHP[��SL�WYVQL[�LU[LUK�HWWYVMVUKPY�

SH� JVTWYtOLUZPVU� KLZ� WYVK\P[Z� L[� ZLY]PJLZ� tTLYNLU[Z�� L[� UV[HTTLU[� KLZ�

WYVJLZZ\Z�n�S»VYPNPUL�KL�SL\Y�JYtH[PVU��+HUZ�JL�JVU[L_[L��UV\Z�UL�ZVTTLZ�WHZ�

LU�TLZ\YL�KL� Q\NLY�ZP� S»PUUV]H[PVU�KHUZ� SLZ�ZLY]PJLZ�ZVJPH\_�LZ[�WS\Z� SPTP[tL�

X\L� KHUZ� SL� ZLJ[L\Y� JVTTLYJPHS� �TvTL� ZP� JL[[L� X\LZ[PVU� ZLYHP[� [V\[LMVPZ�

PU[tYLZZHU[L� n� t[\KPLY��� 5V\Z� WV\]VUZ� JLWLUKHU[� PSS\Z[YLY� SH� THUPuYL� KVU[�

S»PUUV]H[PVU�KHUZ�ZVU�LUZLTISL�L[�S»PUUV]H[PVU�[LJOUVSVNPX\L�ZL�YLQVPNULU[�V\�

KP]LYNLU[��L[�VIZLY]LY�SLZ�WHY[PJ\SHYP[tZ�WV\Y�SLZ�HJ[L\YZ�PTWSPX\tZ�H\_�UP]LH\_�

PUKP]PK\LS�L[�NSVIHS��=L\PSSLa�UV[LY�X\L�SLZ�L_LTWSLZ�K»PUUV]H[PVUZ�KtJYP[Z�KHUZ�

SLZ�]PKtVZ�K\�WYVQL[�0556:,9=�UL�ZVU[�WHZ�KLZ�WYtZLU[tZ�JVTTL�H\[HU[�KL�

­�IVUULZ�WYH[PX\LZ�®�n�Z\P]YL��0SZ�ZLY]LU[�WS\[�[�n�Z[PT\SLY�SL�KtIH[�H\[V\Y�KL�

SH�X\LZ[PVU�Z\P]HU[L� !�n�X\VP�KVP[� YLZZLTISLY� � S»PUUV]H[PVU�KHUZ� SLZ�ZLY]PJLZ�

ZVJPH\_&

 Approche INNOSERV relative à l’étude de  

l’innovation dans les services sociaux

5V[YL�WSH[LMVYTL�H�HKVW[t�\UL�HWWYVJOL�WHY[HU[�KL� SH�IHZL�L[�JVSSLJ[t� SLZ�

WVPU[Z� KL� ]\L� KL� WHY[PLZ� WYLUHU[LZ� Z\Y� KLZ� PUUV]H[PVUZ� KHUZ� SLZ� ZLY]PJLZ�

ZVJPH\_� n� [YH]LYZ� KPMMtYLU[Z� WH`Z� K»,\YVWL�� 7V\Y� JLSH�� ]PUN[� ÄSTZ� �Z\Y� KLZ�

L_LTWSLZ� PUUV]HU[Z�� VU[� t[t� WYtZLU[tZ� n� KLZ� ItUtÄJPHPYLZ�� KLZ� WYH[PJPLUZ��

KLZ� YLZWVUZHISLZ� WVSP[PX\LZ� L[� n� KLZ� ZWtJPHSPZ[LZ� K\� Z\QL[� KHUZ� SLZ� WH`Z�

WHY[LUHPYLZ�K\�WYVQL[�0556:,9=��L[�H\�KLSn�KL�SL\YZ�MYVU[PuYLZ���3LZ�YLJOLYJOLZ�

HWWYVMVUKPLZ� YtHSPZtLZ�LU�HTVU[�Z\Y� S»PUUV]H[PVU�KHUZ� SLZ�ZLY]PJLZ�ZVJPH\_�� 
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HPUZP� X\L� S»t]HS\H[PVU� Z`Z[tTH[PX\L� KLZ� SL]PLYZ� L[� KLZ� KtÄZ� THQL\YZ� K\�

KPZWVZP[PM�� ZVU[� ]LU\LZ� tJSHPYLY� JLZ� L_LTWSLZ� KL� WYH[PX\LZ� PUUV]HU[LZ��

(PUZP��\U�TVKuSL�K»PUUV]H[PVU�KHUZ� SLZ�ZLY]PJLZ�ZVJPH\_�H�W\�v[YL�JYtt1��

0S� MHP[� SL� WVPU[� Z\Y� SLZ� MHJ[L\YZ� MH]VYPZHU[� S»PUUV]H[PVU� �� UV[HTTLU[� SLZ�

JOHUNLTLU[Z�ZVJPH\_�L[�[LJOUVSVNPX\LZ�THQL\YZ���L[�SLZ�KtÄZ�HPUZP�X\L�SLZ� 

 

 

X\HSP[tZ�LZZLU[PLSSLZ�YLX\PZLZ�WV\Y�\UL�PUUV]H[PVU�LMÄJHJL�L[�K\YHISL��+HUZ�

SH�WYH[PX\L��JLZ�KL\_�MHJ[L\YZ�ZVU[�SPtZ�WHY�SLZ�PUKP]PK\Z�L[�SLZ�VYNHUPZH[PVUZ�

X\P� QV\LU[� \U� Y�SL� KL�TtKPH[L\YZ�� �<UL�KL� UVZ� PKtLZ� MVYJL� [PLU[� KHUZ� SH�

YLJVUUHPZZHUJL�K\�Y�SL�JY\JPHS�X\L�QV\L�SH�X\HSP[t�KL�JL[[L�TtKPH[PVU�KHUZ�

S»HKVW[PVU�L[�SH�TPZL�LU�µ\]YL�KLZ�PUUV]H[PVUZ�!

Réponse

Nouveauté
8\»`�H�[�PS�KL�
UV\]LH\&

Durabilité
8\»LZ[�JL�X\P�WLYTL[�n�SH�YtWVUZL�KL�
ZL�THPU[LUPY�Z\Y�SL�TV`LU�SVUN�[LYTL&

Qualité
,U�X\VP�JL[[L�YtWVUZL�LZ[�LSSL�TLPSSL\YL�

X\L�JLSSLZ�X\P�S»VU[�WYtJtKtL&

Agents de changement
*VTTLU[�SH�UV\]LSSL�HWWYVJOL�LZ[�LSSL�UtL&

-HJ[L\YZ�JStZ�L[�KtÄZ
=PLPSSPZZLTLU[
+P]LYZP[t
;LJOUVSVNPLZ�KL�S»PUMVYTH[PVU
9tK\J[PVU�KLZ�I\KNL[Z
…

-HJ[L\YZ�PUÅ\LUsHU[�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_

1��9LTHYX\L�!�JL�TVKuSL�H�t[t�JYtt�n�WHY[PY�K»\UL�t[\KL�LTWPYPX\L�KHUZ�SL�JHKYL�K\�WYVQL[��0S�JVUZ[P[\L�S»\UL�
KL�UVZ�HWWYVJOLZ�WV\Y�PKLU[PÄLY�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��7V\Y�VI[LUPY�WS\Z�K»PUMVYTH[PVUZ�Z\Y�
SL�TVKuSL�K»PUUV]H[PVU�KHUZ�SL�Kt]LSVWWLTLU[�KL�ZLY]PJLZ��ZL�YtMtYLY�H\�JOHWP[YL������
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0556:,9=�¶�:6*0(3�:,9=0*,:�0556=(;065

 

<U� LUZLTISL� K»tStTLU[Z� �KVJ\TLU[Z� KL� Yt]PZPVU�� WYH[PX\LZ� PUUV]HU[LZ��

TVKuSL�K»PUUV]H[PVU�L[�YtZ\S[H[Z�KL�S»LUX\v[L�Z\Y�S»L_WtYPLUJL�KL�KPMMtYLU[LZ�

WHY[PLZ�WYLUHU[LZ��VU[�WLYTPZ�KL�KVJ\TLU[LY�SL�WYLTPLY�WYVQL[�K»tSHIVYH[PVU�

KL� JL� WYVNYHTTL� KL� YLJOLYJOL�� *L� KLYUPLY� H� t[t� YtHSPZt�� KL� THUPuYL�

[OtTH[PX\L��SVYZ�K»\UL�Yt\UPVU�VYNHUPZtL�n�9VZRPSKL�Ä�U�Q\PU�������*L�WYVQL[�

H�LUZ\P[L�t[t�ZV\TPZ�n�KLZ�ItUtÄ�JPHPYLZ��KLZ�WYH[PJPLUZ��KLZ�YLZWVUZHISLZ�

WVSP[PX\LZ�L[�KLZ�JOLYJOL\YZ��Z\P]HU[�SL�TvTL�WYVJLZZ\Z�KL�JVUZ\S[H[PVU��

0S�Z»LZ[�KtYV\St�Z\Y�\UL�WtYPVKL�KL�WYuZ�KL�KL\_�HUZ��3L�WYVNYHTTL�KL�

YLJOLYJOL� LZ[� KVUJ� S»HIV\[PZZLTLU[� K»\U� WYVJLZZ\Z� JVTWSL_L� IHZt� Z\Y�

KLZ�Tt[OVKLZ� KL� YLJOLYJOL� \UP]LYZP[HPYLZ� L[� \UL� MVY[L� WHY[PJPWH[PVU� KLZ�

KPMMtYLU[LZ�WHY[PLZ�WYLUHU[LZ�

Thèmes de recherche

*L�WYVNYHTTL�KL�YLJOLYJOL�JVTWYLUK�\UL�KLZJYPW[PVU�NtUtYHSL�KL�JOHJ\U�

KLZ�[OuTLZ�HIVYKtZ��PKLU[PÄ�L�S»t[H[�KLZ�JVUUHPZZHUJLZ�HJHKtTPX\LZ�WV\Y�

JOHJ\U�KLZ� WYPUJPWH\_� ZV\Z�[OuTLZ�� L[� KtÄ�UP[� SLZ� ILZVPUZ� K»L_WSVYH[PVU�

LU� SPZ[HU[� SLZ� X\LZ[PVUZ� V\]YHU[� Z\Y� KLZ� WLYZWLJ[P]LZ� KL� YLJOLYJOL��

5V\Z� HSSVUZ�THPU[LUHU[� WYtZLU[LY� IYPu]LTLU[� SLZ� ZLW[� [OuTLZ� PKLU[PÄ�tZ�

JVTTL�KVTHPULZ�JStZ�WV\Y�SH�YLJOLYJOL�n�]LUPY��7V\Y�JOHJ\U�KLZ�[OuTLZ�

WYtZLU[tZ��UV\Z�KVUULYVUZ�KLZ� PUKPJH[PVUZ�Z\Y� SLZ�W\ISPJZ�JVUJLYUtZ�L[�

SLZ� WYVISuTLZ� ZV\SL]tZ�� 7\PZ�� UV\Z� HIVYKVUZ� SLZ� NYHUKLZ� X\LZ[PVUZ� KL�

YLJOLYJOL�TPZLZ�H\� QV\Y�H\�JV\YZ�K\�WYVQL[� 0556:,9=��*L[[L�t[\KL�TL[�

LU�t]PKLUJL�SLZ�[LUZPVUZ�WYV]VX\tLZ�WHY�SLZ�WYVISuTLZ�L[�KtJYP[�JVTTLU[�

JLZ� KLYUPuYLZ� PUÅ�\LUJLU[� KL�THUPuYL� PUJPKLU[L� WS\ZPL\YZ� NYHUKZ� [OuTLZ�

KL�YLJOLYJOL��,U�K»H\[YLZ� [LYTLZ�� SLZ�X\LZ[PVUZ� PKLU[PÄ�tLZ�JVU[YPI\LU[�n�

t[HISPY�KLZ�SPLUZ�LU[YL�SLZ�KPMMtYLU[Z�[OuTLZ�

3LZ� ZLW[� [OuTLZ� KL� YLJOLYJOL� JStZ� PKLU[PÄ�tZ� KHUZ� SL� JHKYL� K\� WYVQL[�

0556:,9=�ZVU[�SLZ�Z\P]HU[Z�!

���� SLZ�HWWYVJOLZ�L[�ZLY]PJLZ�H_tZ�Z\Y�SLZ�ItUtÄ�JPHPYLZ�"�

���� SLZ�PUUV]H[PVUZ�L[�SL�Kt]LSVWWLTLU[�VYNHUPZH[PVUULS�L[�PUZ[P[\[PVUULS�"

���� SH�KtÄ�UP[PVU�KLZ�ZLY]PJLZ�ZVJPH\_�LU�YHWWVY[�H]LJ�S»PUUV]H[PVU�"

���� SH�NV\]LYUHUJL�KL�S»PUUV]H[PVU�"

���� S»PUÅ�\LUJL�KLZ�JVU[L_[LZ�UH[PVUH\_��YtNPVUH\_�L[�SVJH\_�"

���� SLZ�UV\]LSSLZ�[LJOUVSVNPLZ�"

���� SH�TLZ\YL�KLZ�YtZ\S[H[Z��KL�SH�X\HSP[t�L[�KLZ�KtÄ�Z�

3L�premier thème��­SLZ�HWWYVJOLZ�L[�ZLY]PJLZ�H_tZ�Z\Y�SLZ�ItUtÄ�JPHPYLZ®��

MHP[� YtMtYLUJL� n� SH� WLYZVUUHSPZH[PVU�� n� SH� JVVWtYH[PVU� PU[LYZLJ[VYPLSSL� L[� n�

S»PU[LYHJ[PVU� JYVPZZHU[L� LU[YL� SLZ� WYVMLZZPVUULSZ�� SLZ� ItUtÄ�JPHPYLZ� L[� SLZ�

ItUt]VSLZ�� 3LZ� HWWYVJOLZ� L[� ZLY]PJLZ� VYPLU[tZ� ]LYZ� SLZ� ItUtÄ�JPHPYLZ�

WHY[PJPWLU[�K»\U�]PYHNL�WHYHKPNTH[PX\L�X\P�ZL�JHYHJ[tYPZL�WHY�!�S»PTWSPJH[PVU�

KL� S»\[PSPZH[L\Y� KHUZ� SH� YtVYNHUPZH[PVU� KLZ� WYVJLZZ\Z�� SLZ� MVUJ[PVUZ� L[�

SLZ� Y�SLZ�TV\]HU[Z� KLZ� HJ[L\YZ�� SH� YLKtÄ�UP[PVU� L[� SL� Kt]LSVWWLTLU[� KLZ�

JVTWt[LUJLZ� KLZ� HJ[L\YZ�� KLZ� ItUtÄ�JPHPYLZ� L[� KLZ� ]VSVU[HPYLZ�� *LSH�

JVTWYLUK�SLZ�HZWLJ[Z�ItUtÄ�X\LZ�ZV\]LU[�HZZVJPtZ�n�JL�WOtUVTuUL��[LSZ�

X\L�SH�JVWYVK\J[PVU�J»LZ[�n�KPYL�S»PTWSPJH[PVU�HJ[P]L�KLZ�ItUtÄ�JPHPYLZ�KHUZ�

S»PUUV]H[PVU�V\�KHUZ�SL�WYVJLZZ\Z�KL�TPZL�n�KPZWVZP[PVU�KLZ�ZLY]PJLZ�
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;V\[LMVPZ�� SLZ� UV\]LSSLZ� MVYTLZ� K»PU[LYHJ[PVUZ� YtZ\S[HU[� KL� [LSZ� ZJtUHYPVZ�

WL\]LU[�NtUtYLY�KLZ�JVUÅ�P[Z��UV[HTTLU[�LU[YL�S»t[OPX\L�KLZ�WYVMLZZPVUULSZ�

¶�JLZ�KLYUPLYZ�WL\]LU[�H]VPY�PU[tYv[�n�JVUZLY]LY�SL\Y�H\[VUVTPL�L[�SL\Y�Y�SL�

KL�ZWtJPHSPZ[LZ�¶�L[�SLZ�ZV\OHP[Z�L[�SLZ�ILZVPUZ�KLZ�ItUtÄ�JPHPYLZ��:»PS�L_PZ[L�

KtQn�\U�LUZLTISL�KL�JVUUHPZZHUJLZ�HWWYVMVUKPLZ�Z\Y�S»PU[LYHJ[PVU�LU[YL�SLZ�

WYVMLZZPVUULSZ�L[�SLZ�ItUtÄ�JPHPYLZ��WL\�KL�[YH]H\_�ZL�ZVU[�WLUJOtZ�Z\Y�SLZ�

LMML[Z��ItUtÄ�X\LZ�V\�UVU��YtZ\S[HU[�KL�S»LUJV\YHNLTLU[�L[�KL�SH�KPMM\ZPVU�

KL�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��

*L�THUX\L�KL�JVUUHPZZHUJL�ZL�YtWLYJ\[L�LU�WHY[PJ\SPLY�Z\Y�SLZ�JVUKP[PVUZ��

SLZ�Z[Y\J[\YLZ��UtJLZZHPYLZ�WV\Y�NtUtYLY�\UL�PU[LYHJ[PVU�WVZP[P]L�LU[YL� SLZ�

HJ[L\YZ���L[�SLZ�X\LZ[PVUZ�KL�THUHNLTLU[�L[�KL�NV\]LYUHUJL��t]HS\tLZ�KL�

THUPuYL�WS\Z�KPYLJ[L�KHUZ�SLZ�[OuTLZ�JP�HWYuZ���:P�JL�[OuTL�PU[tYLZZL�WS\Z�

WHY[PJ\SPuYLTLU[�SLZ�WYH[PJPLUZ�L[�SLZ�ItUtÄ�JPHPYLZ��PS�YL]v[�H\ZZP�\UL�]HSL\Y�

WV\Y�SLZ�JOLYJOL\YZ�X\P�t[\KPLU[�SH�YLSH[PVU�LU[YL�SLZ�KL\_�[`WLZ�K»HJ[L\YZ�

WV\Y�LU�KtNHNLY�\U�JLY[HPU�UVTIYL�KL�ZH]VPYZ�WYH[PX\LZ�

3L�deuxième thème��­�3LZ�PUUV]H[PVUZ�L[�SL�Kt]LSVWWLTLU[�VYNHUPZH[PVUULS�

L[� PUZ[P[\[PVUULS� ®�� Z»PU[tYLZZL� n� SH� THz[YPZL� KLZ� JOHUNLTLU[Z� SPtZ� n�

S»PUUV]H[PVU� !� YLZZV\YJLZ�� JHYHJ[tYPZ[PX\LZ� KLZ� JOHUNLTLU[Z�� HNLU[Z� KL�

JOHUNLTLU[��YLSH[PVUZ�LU[YL�SLZ�VYNHUPZH[PVUZ�L[�NLZ[PVU�K\�Kt]LSVWWLTLU[��

(\� UP]LH\�TPJYV�� \U� JOHUNLTLU[� H\� ZLPU� KL� S»VYNHUPZH[PVU� KLZ� ZLY]PJLZ�

ZVJPH\_��JOHUNLTLU[�THUHNtYPHS�L[�VYNHUPZH[PVUULS��WL\[�H]VPY�KLZ�LMML[Z�

Z\Y�SH�TVIPSPZH[PVU�KLZ�YLZZV\YJLZ�WV\Y�YtHSPZLY�JL[[L�PUUV]H[PVU��,U�JL�X\P�

JVUJLYUL� SL� JHKYL� PUZ[P[\[PVUULS� L[� SLZ� H\[YLZ� Z[Y\J[\YLZ�� \U� JOHUNLTLU[�

WL\[�v[YL�Z`UVU`TL�KL�JVUKP[PVUZ�KPMMtYLU[LZ�KL�MVUJ[PVUULTLU[�MH]VYPZHU[�

KL�MHJ[V�S»PUUV]H[PVU�

3»VIQL[�KL�JL�[OuTL�JVUZPZ[L�n�t[\KPLY�n�X\P�YL]PLU[�SH�YLZWVUZHIPSP[t�KL�SHUJLY�

SLZ�JOHUNLTLU[Z�L[�JVTTLU[�KLZ�JOHUNLTLU[Z�ZVJPHSLTLU[�ItUtÄ�X\LZ�

WL\]LU[� v[YL� JYttZ�� L_WSVP[tZ� L[� KPYPNtZ�� 0S� Z»HNP[� KVUJ� WYVIHISLTLU[� K\�

[OuTL� SL� WS\Z� WYVJOL� KL� SH� X\LZ[PVU� KLZ� NYHUKZ� JOHUNLTLU[Z� ZVJPH\_�

L[�KLZ�[YHQLJ[VPYLZ�HZZVJPtLZ��(PUZP�� PS� YL]v[�\UL� PTWVY[HUJL�JHWP[HSL�WV\Y�

SLZ� JOLYJOL\YZ� X\P� HUHS`ZLU[� S»PUUV]H[PVU�KHUZ� SLZ� ZLY]PJLZ� ZVJPH\_�K»\U�

WVPU[� KL� ]\L� Z`Z[tTPX\L�� HPUZP� X\L�WV\Y� SLZ� YLZWVUZHISLZ�WVSP[PX\LZ�X\P�

JOLYJOLU[�n�WYV]VX\LY�\U�JOHUNLTLU[�ZVJPHS�

3L�troisième thème��­�SH�KtÄ�UP[PVU�KLZ�ZLY]PJLZ�ZVJPH\_�LU�YHWWVY[�H]LJ�

S»PUUV]H[PVU�®��LZ[�t[YVP[LTLU[�SPt�H\�[OuTL�WYtJtKLU[�L[�JVUJLYUL�KLZ�]HSL\YZ�

JStZ�HPUZP�X\L�SH�THUPuYL�KVU[�SL�KPZJV\YZ�WVSP[PX\L�JVUsVP[�S»PUUV]H[PVU��*L�

[OuTL�KtÄ�UP[� SLZ�ILZVPUZ� ZVJPH\_� L[� WVSP[PX\LZ� L[� PKLU[PÄ�L� SLZ�WYVISuTLZ�

L[� WYPUJPWLZ� JStZ� �[LSZ� X\L� KLZ� JVU]LU[PVUZ� KL� UH[\YL� X\HZP�StNPZSH[P]L��

YLSH[PMZ� H\_� ZLY]PJLZ� ZVJPH\_�� (\[YLTLU[� KP[�� PS� t[\KPL� S»VWtYH[PVUUHSP[t� KL�

S»tSHYNPZZLTLU[� KLZ� YLSH[PVUZ� PUZ[P[\[PVUULSSLZ�� ZLZ� YtWLYJ\ZZPVUZ� Z\Y�

S»PKLU[PÄ�JH[PVU�KLZ�ILZVPUZ�ZVJPH\_�L[� SH�TPZL�n�KPZWVZP[PVU�KLZ�ZLY]PJLZ��

3»HJJLU[�LZ[�TPZ�Z\Y�SLZ�X\LZ[PVUZ�X\P�ZL�WVZLU[�H\_�NV\]LYULTLU[Z�L[�SH�

THUPuYL�KVU[�SLZ�tJOHUNLZ�ZVJPH\_�L[�SLZ�TLZ\YLZ�PUÅ�\LUJLU[�SH�WLYJLW[PVU�

L[�SH�StNP[PTH[PVU�KL�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_�

*L�[OuTL�UL�[YHP[L�WHZ�\UPX\LTLU[�KL�S»PUÅ�\LUJL�LU�[LYTLZ�KL�YtN\SH[PVU�

K\�WYVJLZZ\Z�KL�KtJPZPVU�Z\Y�S»PUUV]H[PVU��THPZ�Z»PU[tYLZZL�tNHSLTLU[�H\_�

KtJPKL\YZ��n� SH�THUPuYL�KVU[� SLZ�ZLY]PJLZ�KVP]LU[�v[YL�JVUs\Z��L[�n� S»LMML[�

WV[LU[PLS�KL�JLZ�HJ[L\YZ�L[�WYVJLZZ\Z�Z\Y� SH�WYVTV[PVU�V\� SL�ISVJHNL�KL�

S»PUUV]H[PVU�� 0S�LZ[� SPt�H\_�]HSL\YZ�L[�H\_�HZWLJ[Z�UVYTH[PMZ�KL� S»PUUV]H[PVU�

KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��
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3L� quatrième thème�� ­� SH� NV\]LYUHUJL� KL� S»PUUV]H[PVU®�� JVUUHz[� KLZ�

JOHUNLTLU[Z� YHWPKLZ� L[� ZL� JVTWSL_PÄL� H]LJ� S»HWWHYP[PVU� KL� UV\]LH\_�

WYLZ[H[HPYLZ� KL� ZLY]PJLZ� L[� KL� UV\]LSSLZ� MVYTLZ� KL� NV\]LYUHUJL� �H\�

UP]LH\� KL� S»i[H[��� 3H� NV\]LYUHUJL� LUNSVIL� KLZ� ZV\Z�[OuTLZ� JVTTL�

SH� THYJOHUKPZH[PVU�� SH� WYP]H[PZH[PVU�� SH� UVYTHSPZH[PVU�� SH� WPSHYPZH[PVU� KLZ�

ZLY]PJLZ��HPUZP�X\L�KLZ�HWWYVJOLZ�[YHUZ�ZLJ[VYPLSSLZ��*LZ�KLYUPuYLZ�WL\]LU[�

LU[YLY� LU�JVUÅP[� H]LJ� SLZ� H\[YLZ�V\�v[YL�\[PSPZtLZ�WV\Y� Z\YTVU[LY�KL� [LSZ�

JVUÅP[Z��*L�[OuTL�ZL�MVJHSPZL�Z\Y� SLZ�HZWLJ[Z�VYNHUPZH[PVUULSZ�L[�Z»V\]YL�

Z\Y� \UL� KPTLUZPVU� JVTWHYH[P]L� PTWVY[HU[L� YLSH[P]L� H\� JVU[L_[L�� 0S� YLUK�

OVTTHNL�n�S»PUÅ\LUJL�KL�KPMMtYLU[LZ�JVUJLW[PVUZ�KL�S»i[H[�WYV]PKLUJL�Z\Y�

S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��

*L� [OuTL� UL� MHP[� WHZ� \UPX\LTLU[� YtMtYLUJL� H\_� HZWLJ[Z� PU[LY�

VYNHUPZH[PVUULSZ�K»\UL�NV\]LYUHUJL�LU�YtZLH\�THPZ�Z»PU[tYLZZL�tNHSLTLU[�

H\�WPSV[HNL�WVSP[PX\L�X\P� WL\[� Z»L_LYJLY� H\� [YH]LYZ� K»\UL�NV\]LYUHUJL� n�

WS\ZPL\YZ�UP]LH\_��±�S»PUZ[HY�K\�KL\_PuTL�[OuTL��PS�MHJPSP[L�S»tSHIVYH[PVU�KL�

WYPUJPWLZ�KPYLJ[L\YZ�H\[V\Y�KL�SH�KtÄUP[PVU�L[�K\�JVU[Y�SL�KLZ�Z[HUKHYKZ�L[�

WYVTL\[� � S»PUUV]H[PVU�H\�UP]LH\�WVSP[PX\L� �KHUZ�\UL� ]PZtL�WYH[PX\L�L[�KL�

YLJOLYJOL��

3L�cinquième thème��­�S»PUÅ\LUJL�KLZ�JVU[L_[LZ�UH[PVUH\_��YtNPVUH\_�L[�

SVJH\_�®��MHP[�YtMtYLUJL�n�S»­LUJHZ[YLTLU[®�KL�S»PUUV]H[PVU�KHUZ�\U�JVU[L_[L� 

 

 

J\S[\YLS�SHYNL�V��S»tJOLSVU�SVJHS�LZ[�JLS\P�KLZ�,[H[Z�UH[PVUZ�L[�KLZ�H\[VYP[tZ�

T\UPJPWHSP[tZ�SVJHSLZ��3LZ�ZV\Z�[OuTLZ�Z»PU[tYLZZLU[�H\_�MHJ[L\YZ�J\S[\YLSZ�

LU�[HU[�X\»VIZ[HJSLZ�L[�MHJPSP[H[L\YZ��n�SH�JHWHJP[t�KLZ�Z`Z[uTLZ�n�NtUtYLY�

KLZ�PUUV]H[PVUZ�L[�n�SLZ�THPU[LUPY�HPUZP�X\»n�SH�[YHUZMtYHIPSP[t�KL�S»PUUV]H[PVU�

KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��

:P� SLZ�MHJ[L\YZ�J\S[\YLSZ�L[� SL\Y� PUÅ\LUJL�JVU[YPI\LU[�n�KtÄUPY� SH�KLTHUKL�

KL�ZLY]PJLZ�KHUZ�KLZ�KVTHPULZ�WHY[PJ\SPLYZ� �L[�ZVU[�HPUZP� PTWVY[HU[Z�H\_�

`L\_�KLZ�WYH[PJPLUZ�X\P�JVUsVP]LU[� SLZ�ZLY]PJLZ�ZVJPH\_��� SH�JHWHJP[t�KLZ�

Z`Z[uTLZ�n�YtHSPZLY�KLZ�PUUV]H[PVUZ�L[�n�SLZ�THPU[LUPY�LZ[�Kt[LYTPUtL�WHY�SLZ�

WVSP[PX\LZ�HKVW[tLZ�� 0KLU[PÄLY� SLZ�JVUKP[PVUZ�MH]VYHISLZ�n� SH�[YHUZMtYHIPSP[t�

KLZ� PUUV]H[PVUZ�LZ[�LZZLU[PLS�WV\Y�JVUK\PYL�KLZ�t[\KLZ�\UP]LYZP[HPYLZ�Z\Y�

S»PUUV]H[PVU��;HUKPZ�X\L� SL�KL\_PuTL� [OuTL�HUHS`ZL� SH�KPMM\ZPVU�KHUZ� SLZ�

JVU[L_[LZ� Z[Y\J[\YLSZ� L[� PUZ[P[\[PVUULSZ�� JL� [OuTL� ZL� JVUJLU[YL� Z\Y� SLZ�

KPMMtYLU[Z�HZWLJ[Z�KL�SH�KPMM\ZPVU�NtVNYHWOPX\L�

3L� sixième thème�� ­� SLZ� UV\]LSSLZ� [LJOUVSVNPLZ� ®�� t[\KPL� S»LMML[� KLZ�

[LJOUVSVNPLZ�Z\Y� SLZ�VYNHUPZH[PVUZ�� SLZ�WYVMLZZPVUULSZ�L[� SLZ�ItUtÄJPHPYLZ��

3LZ� PU[LYHJ[PVUZ� ZL� JVUZ[Y\PZLU[� ]PH� !� S»HJJLZZPIPSP[t� KLZ� ZLY]PJLZ�� SLZ�

[LJOUVSVNPLZ� K»HZZPZ[HUJL� n� KPZ[HUJL�� L[� S»PU[tNYH[PVU� KL� UV\]LSSLZ�

[LJOUVSVNPLZ�KHUZ�SL�WYVJLZZ\Z�KLZ�ZLY]PJLZ�ZVJPH\_��;V\[�JLSH�HMMLJ[L�UVU�

ZL\SLTLU[�SH�[YHUZTPZZPVU�KLZ�WYH[PX\LZ�PUUV]HU[LZ�L[�SH�YLSH[PVU�LU[YL�SLZ�

PUKP]PK\Z��\[PSPZH[L\YZ��WYLZ[H[HPYLZ�KL�ZLY]PJLZ���THPZ�tNHSLTLU[�SLZ�ZLY]PJLZ�

MV\YUPZ�

7HY�JVUZtX\LU[��SLZ�UV\]LSSLZ�[LJOUVSVNPLZ�ZVU[�K»\UL�PTWVY[HUJL�JHWP[HSL�

WV\Y� SLZ� WYH[PJPLUZ�� UVU� ZL\SLTLU[� LU� [HU[� X\»V\[PSZ� KL� WYVTV[PVU�THPZ�

H\ZZP�LU�[HU[�X\L�Z\WWVY[�WV\Y� SL�Kt]LSVWWLTLU[�KL�UV\]LH\_�[`WLZ�KL�

ZLY]PJLZ�PUUV]HU[Z�

,UÄU��SL�septième thème��­�SH�TLZ\YL�KLZ�YtZ\S[H[Z��KL�SH�X\HSP[t�L[�KLZ�

KtÄZ�®�LUNSVIL�\UL�ZtYPL�KL�X\LZ[PVUZ�X\P�Z»PU[tYLZZL�n�S»HTtSPVYH[PVU�KLZ�

ZLY]PJLZ�ZVJPH\_��WV\Y�S»\[PSPZH[L\Y�L[�SL�WYLZ[H[HPYL���n�SH�THUPuYL�KL�TLZ\YLY�

JL[[L�HTtSPVYH[PVU�H\�UP]LH\�ZVJPt[HS��L[�n�ZLZ�WVZZPISLZ�LMML[Z�UVU�H[[LUK\Z��



8

INNOSERV – SOCIAL SERVICES INNOVATION

*OHJ\UL�KL�JLZ�X\LZ[PVUZ�HIVYKL�[V\[�n� SH�MVPZ� SLZ�HZWLJ[Z�[LJOUPX\LZ�L[�

UVYTH[PMZ��,SSLZ�WYVK\PZLU[�\UL�JVTIPUHPZVU�\UPX\L�JYtH[YPJL�KL�]HSL\Y�WV\Y�

SH�WYPZL�KL�KtJPZPVU�L[� SL�WPSV[HNL�WVSP[PX\L��,SSLZ�ZVU[�LZZLU[PLSSLZ�WV\Y� SLZ�

JOLYJOL\YZ�

 

Problèmes clés et tensions conséquentes

3LZ�WYVISuTLZ�Z\P]HU[Z�YLUMLYTLU[�KLZ�[LUZPVUZ�THQL\YLZ�LUNLUKYtLZ�WHY�

SLZ�UV\]LH\_� PTWtYH[PMZ�LU�TH[PuYL�K»PUUV]H[PVU�KHUZ� SLZ�ZLY]PJLZ�ZVJPH\_��

0SZ�YL]v[LU[�KVUJ�\UL�PTWVY[HUJL�JHWP[HSL�WV\Y�SL�WYVNYHTTL�KL�YLJOLYJOL�

0556:,9=�L[�VU[�\UL�KPTLUZPVU� [YHUZ]LYZHSL�WHY� YHWWVY[�H\_� [OuTLZ�� 0SZ�

UV\Z�HPKLU[�n�JVTWYLUKYL�JVTTLU[�MH]VYPZLY�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�

ZVJPH\_�� n� WLYJL]VPY� SL� SPLU� KL� JLSSL�JP� H]LJ� K»H\[YLZ� WYPUJPWLZ� JStZ� L[� n�

HWWYtOLUKLY�ZH�JHWHJP[t�n�YL]P[HSPZLY�SLZ�ZVJPt[tZ�

7HYJL� X\L� JLZ� [OuTLZ� ZVU[� ]HZ[LZ� L[� VU[� KL� T\S[PWSLZ� MHJL[[LZ�� SL\Y�

ZPNUPÄJH[PVU��KHUZ�SH�JVUJLW[PVU�KL�M\[\YZ�WYVNYHTTLZ�KL�YLJOLYJOL��KHUZ�SH�

WYPZL�KL�KtJPZPVUZ�L[�SLZ�WYH[PX\LZ�VYNHUPZH[PVUULSSLZ���KtWLUK�H]HU[�[V\[�K»\U�

LUNHNLTLU[�WYVHJ[PM��3LZ�WYVISuTLZ�JStZ�Z\P]HU[Z�HPKLU[�SL�SLJ[L\Y�n�TPL\_�

PU[LYWYt[LY�JLZ�[OuTLZ��:HUZ�\U�UP]LH\�tSL]t�K»HUHS`ZL��KLZ�JVUUHPZZHUJLZ�

\UP]LYZP[HPYLZ� PU[LYKPZJPWSPUHPYLZ�� SH� YtMtYLUJL� n� KLZ� [YHKP[PVUZ� KL� WLUZtL��

S»HUHS`ZL� YtÅL_P]L� KLZ� ZWtJPHSPZ[LZ� K\� JOHTW� �WYH[PJPLUZ�� ItUtÄJPHPYLZ� L[�

KtJPKL\YZ���PS�LZ[�KPMÄJPSL�K»HWWYtOLUKLY�SLZ�[LUZPVUZ�KHUZ�SL\Y�NSVIHSP[t��5V\Z�

LUJV\YHNLVUZ� MVY[LTLU[� SL� SLJ[L\Y�KL�JL� YtZ\Tt�HUHS`[PX\L�n�JVUZ\S[LY� SH�

]LYZPVU�PU[tNYHSL�WV\Y�WS\Z�KL�Kt[HPS�Z\Y�SLZ�[OuTLZ�X\»PS�]V\KYHP[�HWWYVMVUKPY�

3LZ� WYVISuTLZ� JStZ� ZVU[� ]VSVU[HPYLTLU[� WYtZLU[tZ� LU� ZV\SPNUHU[� SL\YZ�

[LUZPVUZ�t]PKLU[LZ�L[� SH[LU[LZ��*L�WYVNYHTTL�KL� YLJOLYJOL�U»LU[LUK�WHZ�

KVUULY� \UL� SPZ[L� L_OH\Z[P]L� KLZ� WYVISuTLZ� UP� UL� JOLYJOL� n� t[HISPY� KLZ�

WYPVYP[tZ� �Z\Y� [LS�V\� [LS�H\[YL�HZWLJ[���3H�WYPVYPZH[PVU�U»LZ[�LU]PZHNtL�X\»LU�

YHWWVY[� H]LJ� S»PTWSPJH[PVU� KLZ� WHY[PLZ� WYLUHU[LZ� L[� SH� YLJVUUHPZZHUJL�

T\[\LSSL� KLZ� VIQLJ[PMZ� KL� S»PUUV]H[PVU� KHUZ� SLZ� ZLY]PJLZ� ZVJPH\_� �X\»LSSL�

ZVP[�� V\� UVU�� LUJV\YHNtL� L[� LUJHZ[YtL� KHUZ� \U� JVU[L_[L� ZVJPt[HS��� *LZ� 

WYVISuTLZ� JStZ� ZVU[� [V\[LMVPZ� LZZLU[PLSZ� WV\Y� VYPLU[LY� SL� WYVJLZZ\Z� KL�

KPZJ\ZZPVU�

)PLU�X\L� SLZ�WHY[PLZ�Z\P]LU[� SLZ�TvTLZ�t[HWLZ�X\L� SLZ� [OuTLZ�JP�KLZZ\Z��

LSSLZ�JVYYLZWVUKLU[�LU�PU[LYUL�n�\U�LUZLTISL�K»H\[YLZ�[OuTLZ�H]LJ�SLZX\LSZ�

LSSLZ�ZVU[�t[YVP[LTLU[�SPtLZ�

7VZP[PVU�JLU[YHSL�KLZ�ItUtÄJPHPYLZ��ILZVPUZ�ZVJPH\_�L[�YPZX\LZ

3»\U� KLZ� KtÄZ�THQL\YZ� X\P� ZL� WYtZLU[L� SVYZX\L� UV\Z� JOLYJOVUZ� n�TL[[YL�

SLZ�ItUtÄJPHPYLZ�H\�JLU[YL��[OuTL����YtZPKL�KHUZ�S»PKLU[PÄJH[PVU�KLZ�ILZVPUZ� 

ZVJPH\_� MVUKHTLU[H\_� L[� HY[PÄJPLSZ�� 3H� JVTWYtOLUZPVU� WS\Z� JVTWSL_L� 
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KLZ� ILZVPUZ� ZVJPH\_� MVUKHTLU[H\_� WLYTL[� KL� Kt]LSVWWLY� KLZ� PKtLZ�

K»PUUV]H[PVU�WV\Y�KLZ�ZLY]PJLZ�ZVJPH\_�WS\Z�YtHJ[PMZ��[OuTL�����3LZ�]HSL\YZ�

L[�UVYTLZ��[OuTL����UV\Z�N\PKLU[�X\HU[�n� SH�KtÄUP[PVU��n� SH�KtJV\]LY[L�L[�

n� SH� MVYT\SH[PVU�KLZ�ILZVPUZ�ZVJPH\_��*LWLUKHU[��\UL� [LSSL�KtÄUP[PVU�WL\[�

tNHSLTLU[� KtJV\SLY� K»\UL� UtNVJPH[PVU� WVSP[PX\L� L[� HPUZP� KtWLUKYL� KL� SH�

JVUZ[LSSH[PVU�KL�WV\]VPYZ�KLZ�KPMMtYLU[Z�HJ[L\YZ�PTWSPX\tZ��7V\Y�H[[tU\LY�JL[�

LMML[�KHUZ�SL�JHKYL�KL�S»PKLU[PÄJH[PVU�KLZ�ILZVPUZ��PS�LZ[�UtJLZZHPYL�KL�MVYTLY�

\UL�YLSH[PVU�YtJPWYVX\L�ZVSPKL�LU[YL�S»HJ[L\Y�WVSP[PX\L�L[�SLZ�ItUtÄJPHPYLZ�X\P�

WHY[PJPWLU[�H\�WYVJLZZ\Z�KL�THUPuYL�V\]LY[L��,U�JVU[YLWHY[PL��SL�WYPUJPWL�KL�

WHY[PJPWH[PVU�HJJY\L�KLZ�ItUtÄJPHPYLZ�LZ[�WYVISuTH[PX\L�JHY�� ZV\Z�JV\]LY[�

K»H\[V�Kt[LYTPUH[PVU�� VU� WL\[� [YHUZMtYLY� SL� YPZX\L� Z\Y� SLZ� PUKP]PK\Z�� 3LZ�

UVYTLZ�KL�YuNSLTLU[H[PVU�YLSH[P]LZ�n�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_�

KL]YVU[�WYLUKYL�JLZ�tStTLU[Z�LU�JVTW[L��[OuTL����

Mode de direction et de pilotage du changement

3VYZX\»PS�LZ[�X\LZ[PVU�K»PKLU[PÄJH[PVU�L[�KL�Z[PT\SH[PVU�KL�S»PUUV]H[PVU��HPUZP�

X\L�KL�ZH�KPMM\ZPVU�Z[Y\J[\YLSSL��PS�LZ[�ZV\]LU[�MHP[�YtMtYLUJL�n�\U�LUZLTISL�K» 

­�HNLU[Z�K\�JOHUNLTLU[�®��[OuTL�����*LZ�KLYUPLYZ�VU[�KLZ�LMML[Z�PU[LYULZ�L[�

L_[LYULZ�Z\Y�SLZ�VYNHUPZH[PVUZ�L[�SLZ�PUZ[P[\[PVUZ��5tHUTVPUZ��UV\Z�UL�ZH]VUZ�

WHZ� LUJVYL�WYtJPZtTLU[� ZP� S»PUUV]H[PVU�WHY[� K\�IHZ�� K\� OH\[� V\� Z»PS� Z»HNP[�

\U�WYVJLZZ\Z�­�SH[tYHS�®��;V\[�WVPU[�KL�]\L�LZ[�KtWLUKHU[�KL�ZVU�JVU[L_[L�

UV[HTTLU[�NtVNYHWOPX\L��[OuTL�����K\�J`JSL�KL�]PL�KL�S»VYNHUPZH[PVU��L[�K\�

Z[HKL�KL� S»PUUV]H[PVU�LU�X\LZ[PVU�� 3LZ� [OuTLZ�KL� �NLZ[PVU��KL� SLHKLYZOPW�

�WYPUJPWHSLTLU[�LU�PU[LYUL��L[�KL�NV\]LYUHUJL��[OuTL����WYPUJPWHSLTLU[�LU�

L_[LYUL��ZVU[�SPtZ�H\_�HWWYVJOLZ�Z[Y\J[\YLSSLZ�L[�WYVJtK\YHSLZ�KL�S»PUUV]H[PVU�

KHUZ� SLZ� ZLY]PJLZ� ZVJPH\_�� *LZ� KLYUPuYLZ� WL\]LU[� PUJS\YL� KLZ� HJ[PVUZ�

LU[YLWYLUL\YPHSLZ�L[�PU[YHWYLUL\YPHSLZ�

Principes clés et interprétation

3LZ� JHKYLZ� PZZ\Z� KL� SH� YuNSLTLU[H[PVU� PU[LYUH[PVUHSL�� KLZ� WYPUJPWLZ� KL�

Z[HUKHYKPZH[PVU�� L[� KLZ� JVU]LU[PVUZ� �[OuTL� ��� Kt[LYTPULU[� SH� WVSP[PX\L�

NtUtYHSL�L[� SH�WYH[PX\L�VYNHUPZH[PVUULSSL��;V\[LMVPZ�� PS� L_PZ[LYH� [V\QV\YZ�KLZ�

KPMMtYLUJLZ�LU[YL�S»PU[LYWYt[H[PVU�SVJHSL��YtNPVUHSL��L[�UH[PVUHSL�KL�JLZ�JHKYLZ� 

KL�YtMtYLUJL��[OuTL�����3LZ�SPNULZ�KPYLJ[YPJLZ�KL�JLZ�WYPUJPWLZ�WL\]LU[�TvTL� 

 

 

Z»VWWVZLY�H\_�YuNSLTLU[H[PVUZ� Q\YPKPX\LZ�HJ[\LSSLZ��*LWLUKHU[� SH�THUPuYL��

KVU[� JLZ� JHKYLZ� PUKP]PK\LSZ� �L[� SLZ� [LUZPVU� X\»PSZ� PUK\PZLU[�� HSPTLU[LU[�

S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��YLZ[L�ÅV\L��

7YPUJPWLZ�WVSP[PX\LZ��LU�JVUÅP[�

8\LSSL�YLSH[PVU�L_PZ[L�[�PS�LU[YL�SH�KP]LYZP[t�KLZ�WYPUJPWLZ�WVSP[PX\LZ�HJ[\LSZ�L[�

S»PUUV]H[PVU�KHUZ� SLZ�ZLY]PJLZ�ZVJPH\_��[OuTL����&�3VPU�K»v[YL�LU�OHYTVUPL� 

H]LJ�SLZ�WYPUJPWLZ�WVSP[PX\LZ�L_PZ[HU[Z��S»PUUV]H[PVU�WL\[�NtUtYLY�KLZ�JVUÅP[Z��

+LZ�[LUZPVUZ�HWWHYHPZZLU[�UV[HTTLU[�LU[YL�S»PUUV]H[PVU�L[�SH�JVU[PU\P[t��,SSLZ�

VU[�\U�PTWHJ[�K»\UL�WHY[�Z\Y�S»tTLYNLUJL�KL�UV\]LH\_�ZLY]PJLZ��PUUV]HU[Z��

¶�]LYZ\Z�SH�WYtZLY]H[PVU�L[�n�SH�ÄHIPSP[t�KLZ�ZLY]PJLZ�JSHZZPX\LZ�¶�L[�K»H\[YL�

WHY[�Z\Y�S»HTIP[PVU�K»\UL�PUUV]H[PVU�JVU[PU\L���]LYZ\Z�PUUV]H[PVU�WHY�WHSPLYZ�

¶�[V\QV\YZ�Z`UVU`TL�K»\U�JOLTPU�]LYZ� SH�Z[HUKHYKPZH[PVU��,SSLZ� PUÅ\LUJLU[�

[V\[�n� SH� MVPZ� SH� YuNSLTLU[H[PVU�WVSP[PX\L�KHUZ�JL�KVTHPUL�L[� SLZ�WYH[PX\LZ�

K»VYKYL� VYNHUPZH[PVUULS� �[OuTL� ���� ,U� V\[YL�� SH� KtÄUP[PVU� KL� SH� WYPVYP[t�

YLZ[L�ÅV\L�!�KVP[�VU�VW[LY�WV\Y�\UL�HWWYVJOL�H_tL�Z\Y� SLZ�JV�[Z�V\�Z\Y� SH�

X\HSP[t� &� �[OuTL� ���� +HUZ� JL� JVU[L_[L�� PS� LZ[� PU[tYLZZHU[� KL� ZL� KLTHUKLY� 

KHUZ�X\LSSL�TLZ\YL�SLZ�WYVNYHTTLZ�KL�WYP]H[PZH[PVU�L[�KL�THYJOHUKPZH[PVU�

MH]VYPZLU[�V\�JVUKHTULU[�S»PUUV]H[PVU��9LZ[L�tNHSLTLU[�ÅV\L�SH�MHsVU�KVU[�

SLZ�WYPUJPWLZ�JStZ� YtN\SHU[� SH�TPZL�n�KPZWVZP[PVU�KL� ZLY]PJLZ� ZVJPH\_�� [LSZ� 



��

INNOSERV – SOCIAL SERVICES INNOVATION

 

 

X\L� SLZ�UVYTLZ� Q\YPKPX\LZ�V\� SLZ�KPYLJ[P]LZ�KL�WVY[tL�WS\Z�]HZ[L� �WHY�L_���

SLZ�KtJSHYH[PVUZ�KLZ�KYVP[Z�KL�S»/VTTL��WL\]LU[�Z»H]tYLY�v[YL�WS\Z�KtJPZPMZ�

X\»\UL�HWWYVJOL�WYHNTH[PX\L��[OuTL�����,UÄU��SH�WYVTV[PVU�KL�S»PUUV]H[PVU�

]H�KL�WHPY�H]LJ�SH�UtJLZZP[t�KL�WYVTV\]VPY�S»LMÄJHJP[t�HKTPUPZ[YH[P]L�MHJL�H\_�

ZLY]PJLZ�L[�H\_�Å\_�KL�ÄUHUJLTLU[Z�[YHUZ]LYZH\_��*LZ�KLYUPLYZ��ZLTISLU[�

LU�LMML[�v[YL�UtJLZZHPYLZ�n�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_�

Générateur d’innovation

8\LSZ� MHJ[L\YZ� JVU[L_[\LSZ� JVU[YPI\LU[� n� Z[PT\SLY� S»PUUV]H[PVU� KHUZ� SLZ�

ZLY]PJLZ�ZVJPH\_�&�3H�JHWHJP[t�V\�SH�UtJLZZP[t��[OuTL����&�3»PUUV]H[PVU�LZ[�

LSSL�Z\ZJLW[PISL�KL�Z\YNPY�!�Sn�V��SLZ�ILZVPUZ�ZVU[�SLZ�WS\Z�MVY[Z�&����Sn�V��SLZ�

Z`Z[uTLZ�ZVJPV�tJVUVTPX\LZ�L[�ZVJPV�WVSP[PX\LZ�KPZWVZLU[�KLZ�JHWHJP[tZ�

SLZ�WS\Z�NYHUKLZ�&�,Z[�JL�SH�YHYL[t��X\P�KtJSLUJOL�SH�KLTHUKL�WV[LU[PLSSL��V\�

S»HIVUKHUJL��KHUZ�SH�WVZZPISL�MV\YUP[\YL�K»\UL�VMMYL��X\P�Z\ZJP[L�S»PUUV]H[PVU�& 

*OHX\L� YtWVUZL�KtWLUK�K\� JVU[L_[L� SVJHS�� YtNPVUHS� V\� UH[PVUHS��+L� JLZ�

YtWVUZLZ�KtWLUKLU[� SL�UVTIYL�� SH�WVY[tL�� SH� [HPSSL�L[� SL� [`WL�K»PUUV]H[PVU� 

tTLYNLU[L��*LSH�JYtL�\UL�JVUZ[LSSH[PVU�K»HJ[L\YZ�X\P� PUÅ\LUJL� SH�TPZL�LU�

VL\]YL�KL�Å\_�KL�ÄUHUJLTLU[��[OuTL����

 

Altérations générées par les nouvelles technologies

3LZ�UV\]LSSLZ�[LJOUVSVNPLZ��[OuTLZ����KL]PLUULU[�\U�]LJ[L\Y�KL�WS\Z�LU�WS\Z�

PTWVY[HU[� [HU[�KHUZ� SH�JVTT\UPJH[PVU�WV\Y� S»PUUV]H[PVU�KHUZ� SLZ�ZLY]PJLZ�

ZVJPH\_�X\L�KHUZ�SH�TPZL�n�KPZWVZP[PVU�KL�ZLY]PJLZ��,U�X\VP�JLSH�TVKPÄL�

[�PS� SL� Y�SL� KLZ� HJ[L\YZ� �[OuTL� ��� H\� UP]LH\� TPJYV� PU[LYUL� &� ,U� K»H\[YLZ� 

 

 

[LYTLZ�� LU� X\VP� JLSH� HS[uYL�[�PS� SH� YLSH[PVU� LU[YL� WYVMLZZPVUULSZ� L[� 

ItUtÄJPHPYLZ�&�8\LSZ�ZVU[�SLZ�LMML[Z�H\�UP]LH\�K\�JOHTW�L_[LYUL�&�,_PZ[L�

[�PS� \UL� YLSH[PVU� JVTWStTLU[HPYL�PU[tNYHU[L� V\� H\� JVU[YHPYL� \UL� YLSH[PVU�

JVTWt[P[P]L� LU[YL� SLZ� UV\]LH\_� ZLY]PJLZ� �PZZ\Z� KLZ� [LJOUVSVNPLZ�� L[� SLZ�

HUJPLUZ�&�*LSH�Z\WWVZL�KL�Z»PU[LYYVNLY�Z\Y�SH�WLY[PULUJL�KLZ�[LJOUVSVNPLZ�

WV\Y�SLZ�ZLY]PJLZ�ZVJPH\_��H\_�WLYZVUULZ��UV\Z�YHTuUHU[�HPUZP�n�SH�KtÄUP[PVU�

KL�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��[OuTL����

4LZ\YLY�!�\U�KtÄ

3H� TLZ\YL� KLZ� YtZ\S[H[Z�� KL� SH� X\HSP[t� L[� KL� SH� K\YHIPSP[t� KLZ� ZLY]PJLZ�

�[OuTL����ZLYH�[V\QV\YZ�ZP[\tL�KHUZ�\U�JOHTW�KL�[LUZPVU�LU[YL�SH�WYtJPZPVU�

[LJOUPX\L�L[�SLZ�KPYLJ[PVUZ�UVYTH[P]LZ��,U�[HU[�X\L�[LSSL��LSSL�LZ[�KPYLJ[LTLU[�

SPtL� H\_� WYPUJPWLZ� KL� KtÄUP[PVU� KL� S»PUUV]H[PVU� KHUZ� SLZ� ZLY]PJLZ� ZVJPH\_�

�[OuTL� ����4LZ\YLY� LZ[� \UL� t[HWL� LZZLU[PLSSL� WV\Y� !� ZH]VPY� JVTTLU[� SLZ�

VYNHUPZH[PVUZ�L[�PUZ[P[\[PVUZ�VYPLU[LU[��t]HS\LU[�L[�YtN\SLU[�S»PUUV]H[PVU�KHUZ�

SLZ� ZLY]PJLZ� ZVJPH\_� �[OuTL� ��"� JVUUHz[YL� S»PTWHJ[� KL� S»PUUV]H[PVU� Z\Y� SLZ�

ItUtÄJPHPYLZ� �[OuTL���"� L[� ZH]VPY� JVTTLU[� JLSSL�JP� LZ[� NV\]LYUtL� LU� SPLU� 

H]LJ�SLZ�WYPVYP[tZ�WVSP[PX\LZ��S»t[HSVUUHNL�JVTWHYH[PM��ILUJOTHYRPUN��L[� SLZ�

WYH[PX\LZ�ZPTPSHPYLZ��[OuTL����

,U�WHYHSSuSL�KL�JLZ�NYHUKLZ�X\LZ[PVUZ��[YVPZ�KLZ�ZLW[�[OuTLZ�KL�YLJOLYJOL�

VU[�YL[LU\�S»H[[LU[PVU�KLZ�WHY[PLZ�WYLUHU[LZ�SVYZ�KL�SH�WOHZL�KL�JVUZ\S[H[PVU�

L[�VU[�MHP[� S»VIQL[�KL�Yt]PZPVUZ�H\�JV\YZ�K\�WYVNYHTTL�KL�YLJOLYJOL��)PLU�

X\L�UV\Z�UL�W\PZZPVUZ�WHZ�[PYLY�KLZ�JVUJS\ZPVUZ�n�JL�UP]LH\��UV\Z�WLUZVUZ�

X\L�S»PU[tYv[�THYX\t�Z\Y�JLZ�[YVPZ�[OuTLZ�LZ[�K��[HU[�n�SL\Y�HJ[\HSP[t�X\»H\�

ILZVPU�K»HWWYVMVUKPZZLTLU[�X\»PSZ�Z\NNuYLU[�

����3L�ItUtÄJPHPYL�H\�JLU[YL�

,U� [LYTLZ� KL� WLY[PULUJL�� SL� WYLTPLY� [OuTL� Z»PU[tYLZZL� H\_� NYV\WLZ� 

JPISLZ� K»\U� ZLY]PJL� L[�� WHY� JVUZtX\LU[�� H\_� JHYHJ[tYPZ[PX\LZ� LZZLU[PLSSLZ�

KL� SH�TPZL� n� KPZWVZP[PVU� K\� ZLY]PJL�� ;V\[LMVPZ�� S»HWWYVJOL� X\P� JVUZPZ[L� n�

TL[[YL�SL�ItUtÄJPHPYL�H\�JLU[YL�Z\WWVZL���WHY�ZH�UV\]LH\[t�TvTL���X\L�SH� 

YtHSPZH[PVU�KL�JL[[L�HTIP[PVU���ZLY]PY�SL�NYV\WL�JPISL���W\PZZL�v[YL�KtÄJPLU[L�

L[�Z\ZJLW[PISL�K»HTtSPVYH[PVU�
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����3L�JVU[L_[L�

3L� JPUX\PuTL� [OuTL� HIVYKL� SLZ� NYHUKZ� KtÄZ� KL� SH� WVSP[PX\L� L\YVWtLUUL�

H\[V\Y� K»\U� VIQLJ[PM� JLU[YHS� !� YtK\PYL� SLZ� tJHY[Z� THQL\YZ� LU[YL� SLZ� i[H[Z�

UH[PVUZ��LU[YL�SLZ�YtNPVUZ��LU[YL�SLZ�T\UPJPWHSP[tZ��*LZ�tJHY[Z�ZVU[�]PZPISLZ�H\�

UP]LH\�K\�Kt]LSVWWLTLU[�ZVJPV�tJVUVTPX\L��KLZ�Z`Z[uTLZ�WVSP[PX\LZ�V\�

LUJVYL�KLZ�]HSL\YZ�L[�[YHKP[PVUZ�J\S[\YLSSLZ��3LZ�WH`Z�KL�S»,\YVWL�KL�S»,Z[�L[�

SLZ�UV\]LH\_�JHUKPKH[Z�n�S»LU[YtL�KHUZ�S»<,�ZVU[�Z\ZJLW[PISLZ�KL�JVUUHz[YL�

KLZ� JOHUNLTLU[Z� WYVMVUKZ� L[� ZVU[� HJ[\LSSLTLU[� KHUZ� \UL� WtYPVKL� KL�

Kt]LSVWWLTLU[�K`UHTPX\L��3H�ZP[\H[PVU�KL�JYPZL�KL�JLY[HPUZ�i[H[Z�TLTIYLZ�

HJJLU[\L�JL�WYVISuTL�L[�L_WSPX\L�LU�WHY[PL�SH�KPMÄJ\S[t�n�SL�YtZV\KYL��

����3LZ�YtZ\S[H[Z�L[�SH�X\HSP[t

3L�ZLW[PuTL�[OuTL�[YHP[L�K\�IPLU�v[YL�ZVJPHS�L[�KVUJ�KLZ�YHPZVUZ�WYPUJPWHSLZ�

X\P� Q\Z[PÄLU[� SH� TPZL� n� KPZWVZP[PVU� KLZ� ZLY]PJLZ� ZVJPH\_�� 0S� JVUJLYUL� SLZ�

HJ[L\YZ� LU� QL\� H\_� UP]LH\_� L\YVWtLU� L[� TVUKPHS� L[� JV\]YL� SLZ� ZLJ[L\YZ�

L[� SLZ� KVTHPULZ� KHUZ� SL\Y� LUZLTISL�� 3H� X\LZ[PVU� KLZ� YtZ\S[H[Z� L[� KL� SH� 

X\HSP[t�KLZ�ZLY]PJLZ�LZ[�KPYLJ[LTLU[�SPtL�H\_�KtIH[Z�Z\Y�SL�IPLU�v[YL�ZVJPHS�

L[�LUNSVIL�S»PUJS\ZPVU��SH�JVOtZPVU��SH�WYVK\J[P]P[t�L[�SH�]PHIPSP[t��\U�WYVISuTL�

X\P�LZ[�KL�WS\Z�LU�WS\Z�]P]LTLU[�KPZJ\[t���

*VTTL�PS�S»LZ[�Z\NNtYt�JP�KLZZ\Z��SLZ�[OuTLZ�KVP]LU[�v[YL�HIVYKtZ�KHUZ�\U�

JVU[L_[L�SHYNL�L[�UVU�KL�THUPuYL�PZVStL��;V\[LMVPZ��JLZ�VIZLY]H[PVUZ�WL\]LU[�

HPKLY�n�PKLU[PÄLY�SLZ�SL]PLYZ�SLZ�WS\Z�W\PZZHU[Z�MH]VYPZHU[�SH�JVOtYLUJL�KHUZ�SL�

KVTHPUL�L[�S»t[\KL�KL�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_��

Perspectives

3LZ� [OuTLZ� L[� Z\QL[Z� ZWtJPÄX\LZ� HIVYKtZ� PJP�� HPUZP� X\L� SLZ� WVY[YHP[Z� 

WYtZLU[tZ�LU� PTHNL��]PZLU[�n�Z[PT\SLY� SLZ�tJOHUNLZ�LU[YL� SLZ�JOLYJOL\YZ��

SLZ�WYH[PJPLUZ�L[� SLZ� YLZWVUZHISLZ�WVSP[PX\LZ�H\[V\Y�K\�KVTHPUL�tTLYNLU[�

KL� S»PUUV]H[PVU�KHUZ� SLZ� ZLY]PJLZ� ZVJPH\_��:P� SL�WYVNYHTTL�KL� YLJOLYJOL�

Z»PU[tYLZZL�n�JLY[HPUZ�WVPU[Z�LU�WHY[PJ\SPLY�� PS�LUNSVIL�\U�]HZ[L�t]LU[HPS�KL�

Z\QL[Z�JV\]LY[Z�WHY�JL[[L�UV\]LSSL�[OtTH[PX\L��,U�V\[YL��JL�WYVNYHTTL�KL�

YLJOLYJOL�ZV\SPNUL�SH�JVTWSL_P[t�KL�S»PUUV]H[PVU�KHUZ�SLZ�ZLY]PJLZ�ZVJPH\_�

L[�ZH�WYtZLUJL�n�KPMMtYLU[Z�UP]LH\_�!�TPJYV�KHUZ�S»VYNHUPZH[PVU��TLZV�KHUZ� 

 

 

SL�JOHTW�VYNHUPZH[PVUULS��THJYV�KHUZ�SL�JOHTW�WVSP[PX\L�L[�WV\Y�[V\[�JL�X\P�

JVUJLYUL�SL�JOHUNLTLU[�ZVJPHS��*VTW[L�[LU\�KL�SH�WVY[tL�KL�S»PUUV]H[PVU�

KHUZ� SLZ�ZLY]PJLZ�ZVJPH\_��UV\Z�ZVTTLZ�JVU]HPUJ\Z�X\»LSSL�JVUZ[P[\L�\U�

JOHTW�K»t[\KL�MY\J[\L\_�WV\Y�SH�YLJOLYJOL��L[�\U�SPL\�KL�]HSVYPZH[PVU�WV\Y�SLZ�

JOLYJOL\YZ��SLZ�WYH[PJPLUZ�L[�SLZ�YLZWVUZHISLZ�WVSP[PX\LZ��(PUZP��JL[[L�t[\KL�

ZL�JHYHJ[tYPZL�WHY�SH�T\S[PWSPJP[t�KLZ�JVUÄN\YH[PVUZ�L[�KLZ�JOHTWZ�HUHS`ZtZ��

,SSL� TVU[YL� X\L� SH� YLJOLYJOL� MVUKHTLU[HSL� L[� SH� YLJOLYJOL� HWWSPX\tL�

WL\]LU[�ZL�JVTIPULY�H\[V\Y�KL�WYVQL[Z�KL�YLJOLYJOL�JPIStZ��KLZ�WSH[LMVYTLZ�

ZVJPHSLZ��V\�KLZ�WYVQL[Z�WS\Z�L_WtYPTLU[H\_��[LSZ�X\L�KLZ�PUJ\IH[L\YZ��KLZ�

YLNYV\WLTLU[Z�V\�KLZ�Kt]LSVWWLTLU[Z�LU�YtZLH\_��(\�ÄUHS��JL�WYVNYHTTL�

KL� YLJOLYJOL� TL[� LU� H]HU[� KLZ� X\LZ[PVUZ� n� MVY[� WV[LU[PLS� TtYP[HU[� \U�

HWWYVMVUKPZZLTLU[�� PUH\N\YL� KLZ� tJOHUNLZ� YPJOLZ� H]LJ� SLZ� HJ[L\YZ� K\�

JOHTW� �JVTTL� S»VU[� KtQn�TVU[Yt� SLZ� WYLTPLYZ� JVU[HJ[Z� KtJYP[Z� KHUZ� JL�

YtZ\Tt���L[�TL[�LU�L_LYN\L�KLZ�X\LZ[PVUZ�ZWtJPÄX\LZ�L[�[OtTH[PZtLZ�KHUZ�

SL�JHKYL�K»\U�HNLUKH�KL�YLJOLYJOL�n�]VJH[PVU�JVTWYtOLUZP]L��
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Le consortium Innoserv est composé de :
Heidelberg University

Hamburg University of Applied Sciences

Roskilde University

Diakonhjemmet University College

Budapest Institute

IRS - Istituto per la Ricerca Sociale

University of Southampton

0(,�KL�7HYPZ��<UP]LYZP[t�7HU[OtVU�:VYIVUUL

EASPD - European Association of Service providers for Persons with Disabilities

SOLIDAR

ENIL - European Network on Independent Living

Rendez-vous sur notre site web pour lire le rapport complet : 
www.inno-serv.eu

Contact : innoserv@dwi.uni-heidelberg.de
Ruprecht-Karls-Universität Heidelberg

Diakoniewissenschaftliches Institut

Karlstr. 16

69117 Heidelberg

Germany


